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OFRANCHISEES

TE 
TO FRANCHISEES
As an independent Franchisee, you are totally responsible for the daily operation of your
Shawarma Royale restaurant(s). However, to protect the reputation, goodwill of
the Company, and to maintain uniform standards of operation throughout the
System, you are required to conduct your Franchised Business in accordance with this manual and the systems provided to you. Company may, from time to time, revise this Operations Manual. 
Certain of the information contained in this manual, including, in particular, the information contained in the Safety Management, Accident Prevention, Security Management, Handling a Robbery or Burglary, Fire Prevention and Property Protection, Restaurant Licenses, and Guest Service Overview sections of the manual, is being provided to you for informational purposes only. By furnishing this information to you, Shawarma Royale is in no way requiring or mandating the use of same in your restaurant(s).

In addition, the information contained in this manual is not intended to provide you with guidelines for compliance with any legal obligations. It is solely your responsibility to comply with all applicable local laws and regulations. 

Further, except as otherwise provided in your Franchise Agreement, the information contained in this manual is not intended to be, nor should it be construed as an amendment to or expansion of your rights under such Agreement(s).
CONFIDCONFIDENTIALITY


ENTIALITY
This manual is intended for use by Shawarma Royale, its employees and franchisees in the operation of Shawarma Royale™ restaurants. This manual and the information contained herein shall, at all times, be treated as confidential and all reasonable efforts shall be made to keep the manual and the information contained herein confidential. This manual and the information contained herein shall not, at any time, without the prior written consent of Shawarma Royale, be copied, duplicated, recorded or otherwise made available or communicated to any unauthorized person or entity. This manual shall at all times remain the property of Shawarma Royale and shall be returned to Shawarma Royale upon request, upon issuance of a new manual(s), upon termination or expiration of any applicable Franchise Agreement(s) or as otherwise directed by Shawarma Royale.
PURPOSE OF MANUAL


PURPOSE OF THIS MANUAL
This Operations Manual is a manual designed to preserve, maintain, and protect the
Shawarma Royale™ brand. As a manager or franchisee of Shawarma Royale™
restaurants, you are in charge of  ensuring the quality of the products, the appearance of Shawarma Royale™ restaurants, the level of service experienced by Shawarma Royale™ guests, and the performance of employees hired and trained to be a part of your Shawarma Royale™ team. This manual will help all managers operate an effective and compliant restaurant. In our efforts to establish the Shawarma Royale™ system as a leader in the restaurant industry, we fully understand you are in direct control of this goal. We continually improve our operating systems and manuals to help you train and educate your team and fully inform everyone of Shawarma Royale™ policies, procedures and proprietary methods for preparing our high-quality menu products and satisfying every guest. As new information becomes available, you will receive inserts and updates for your manuals.
This manual is focused on the operating standards that establish and differentiate the
Shawarma Royale™ brand from other brands. Included in this manual are certain operating standards that are mandatory for company-owned Shawarma Royale® restaurants in the U.S. and provided to Shawarma Royale™ franchisees for informational purposes only. This information has been included to improve our systems and communications. This manual has been designed as a reference guide. Care has been taken to ensure that it is easy to use and understand. This manual was not intended to replace any restaurant training programs.
The procedures contained in this manual are intended for use by Shawarma Royale™
franchisees and employees only.






































ACRACRONYMS



ONYMS
Throughout this manual and in Shawarma Royale™ restaurants, various acronyms will be used. 
Below are some of the commonly used acronyms:
Q&A: Quality and Assurance
BOH: Back of House QC Quality Control
CCP: Critical Control Point 
R&D: Research and Development
FDA: Food and Drug Administration 
SS: Stainless Steel
FIFO: First in First Out
FOH: Front of House 
USDA: United States Department of Agriculture
FTF: Freezer to Fryer WIC Walk in Cooler
HACCP: Hazard Analysis Critical Control
WIF: Walk in Freezer
MOD: Manager on Duty
MSDS: Material Safety Data Sheet
N/A Not Applicable
POP: Point of Purchase
POS: Point of Sale/Service
PPM: Parts Per Million
SOP: Standard Operating Procedures













History of Shawarma Royale®


All of that started in Toronto  in 2017 by Mohammed Roumia., 
It wasn’t long ago that shawarma barely existed in the public consciousness — it was a rarity, divergent from the fast-food culinary staples of Subway and McDonalds. In the 2012 film The Avengers, a protagonist humorously admitted he had no idea what shawarma was — a then fairly common conception that set up for an amusing final scene of superheroes silently snacking on pitas.
Including local favourite Mozy’s, Lazeez and Shawerma Plus, the community around Wilfrid Laurier University is now stocked with more shawarma options than Starbucks or Tim Hortons.
But that hardly seemed a deterrent to restaurateur Rocky Roumia, who recently opened the latest local hotspot for the classic Middle-Eastern dish. His endeavour, Shawarma Royale, is located in the plaza at 258 King St N.
“I was doing some volunteering work for the new [Syrian] refugees at the Howard Johnson [Hotel],” said Roumia. “And I met a couple chefs there. They were ambitious people — they didn’t want to sit and collect money from the government.”
Roumia explained that these chefs needed the financial assistance to start up the restaurant and he was eager to partner with them.
“And I [filled that role] and it worked. And these guys are really, really good. They make amazing food.”
While an ethical basis for opening a restaurant is an excellent thing, social endeavours rarely constitute a viable business model. Luckily, Roumia felt totally confident in the recipe his chefs have brought to the business.
“[This recipe] is the original way — it’s the way we prepared it back home,” he said.
He espoused absolute confidence in the new, small space that added quality to the authenticity.
“Our chicken is grade A. The preparation is different,” he said.
“The taste is different.”
Despite practical concerns, Roumia appears to be totally sure of the restaurant. The menu boasts royale chicken, falafel and lamb on Fridays and Sundays.
They also offer pieces of broasted chicken, a pressure cooked style of fried chicken, served with fries or salad.
With a uniquely Syrian take on the dish, directly transposed from Damascus origins, Royale’s wraps are served on pita or marouk bread with traditional toppings like tahini and pickles.
Roumia believes that the authenticity of the restaurant, coupled with the high quality of the food, is more than enough to set his restaurant apart.
He believes that Shawarma Royale truly performs a necessary role as the only authentic shawarma in the area — and that that should be enough to lure in the student crowd looking for something a bit different.
“The shawarma places around me are not really shawarma places,” he said. “They’re like, quote “shawarma wannabes.””
“We keep it real, we keep it original … I truly have no competition in the area.”

. Mohammed Roumia had a thought that the food service industry would have to change its approach in order to capitalize on the opportunities created by population growth and increased mobility, Mr. Roumia felt he could deliver his product profitably at low cost with a more efficient use of capital and employees.
The first "Shawarma Royale" Location was located in  Hamilton.  Mohammed Roumia idea paid off, and in a short while he had 4 restaurants open. 
Other members of the family also became active in the business, and by 2022 the chain had grown to 11 in GTA (Greater Toronto Area).
Mohammed Roumia. assumed the responsibility as a CEO for the business, and joined with another successful operators. Mohammed had already proved the economic viability of a low-overhead food outlet serving take-out food at a modest price, and he dreamed of building the business into a nationwide organization.
Mohammed Roumia and his management team stuck to the basics, and from 2017 to 2022 concentrated on rapid but tightly controlled expansion limited to the GTA area. By 2022, Roumia had perfected a marinating formula for Shawarma Royale® that could be re-created almost anywhere in the world. The formula remains a closely guarded secret.



OVERVIEWFranchise Restaurant Insurance


All Shawarma Royale™ restaurants are required to have mandatory insurance mandated by local regulations.
GENERAL REQUIREMENTS FOR FRANCHISE INSURANCE
· Franchisees shall purchase Public Liability Insurance with limits of $1,000,000 USD or the equivalent limits in local currency. Public Liability limits standard in the local market may be accepted with prior approval.
· For country mandated worker’s compensation coverage, limits shall meet local country
sponsored national health, disability, or worker’s compensation/injury programs.
· Property insurance shall cover replacement cost of the building and contents and insure against all perils meeting standard local business property policies.

RESTAURANT LICENSES



VIEW

Licenses or permits are issued by government entities and trade/professional groups and may be required for businesses engaging in certain activities. All applicable government licenses must be obtained and provisions and regulations related to such licenses must be complied with or the licenses may be revoked, potentially severely affecting the business.
TYPES OF LICENSES
The number and type of licenses or permits that a particular restaurant is required to have depends on the applicable local and national laws. Frequently, separate local and national licenses and/or permits may be required for the same activity such as alarms, boiler, grease traps and advertising signage. Your Shawarma Royale™ restaurant is likely to require, among others, one or more of the following licenses or permits.
TYPES DESCRIPTIONBUSINESS LICENSE




This license authorizes the owner to conduct business at the stated location, specifying the legal name of the business, the type of business, the owner’s name and other information.

This license represents approval from the government agency overseeing food preparation and/or food service in locations designed to engage in food preparation/service activities.
OBTAINING LICENSES
Franchisees are responsible for obtaining any and all required licenses. Franchisees should consult with local governmental agencies.

License Renewals and Maintenance
The following guidelines generally apply to maintaining licenses:
· All licenses must be current and valid. Expired licenses may result in the closing of a restaurant and disruption of operations. Anticipate annual license renewals and ensure that payments are on time, even if the restaurant does not receive an official “invoice” from the governing agency.
· Licenses must be posted in a conspicuous place, available for public view.
· Some licenses cannot be transferred from a previous owner to a new owner. Most licenses cannot be transferred from one location to another.
SANITATION INSPECTIONS AND RESTAURANT OPERATING PERMITS
Franchisees are responsible for compliance with local and national food codes and regulations designed to protect the dining public. Health Inspectors may conduct regular food safety and
sanitation inspections. Restaurants must pass these regular inspections to stay in business.
There are two types of restaurant inspections that might be performed by the Health Inspectors


City Inspections
Completed before a restaurant even opens for business. An agency inspector may review and approve plans prior to construction or remodeling of the restaurant, and then she/he will perform the postconstruction or pre-opening inspection to issue the restaurant’s operating permit.

Health Inspections
These on-site visits by the local Health Inspectors check if a restaurant's food handling procedures meet local food safety and sanitary practices, laws and regulations.
However, Health Inspectors may inspect the restaurant at any time and will do so usually in response to complaints from guests, or for other reasons.
The areas that are inspected vary by local and national ordinance, but the main areas that many, if not all, codes cover are:

· Observing food handling practices involving time and temperature and ensuring that all health standards are followed.
· Ensuring the storage, cooking, and holding equipment maintains safe internal food product temperatures.
· Preventing cross-contamination by following proper product handling procedures.
· Preventing employees who have illnesses or infections from working with or around food.
· Requiring strict personal hygiene from all employees.
· Using correctly installed and equipped hand sinks continuously during operation.
· Using proper dish washing procedures, water temperatures and sanitizer concentrations.
· Providing a safe water supply and waste disposal system.
· Using approved pest control company to control insects and rodents.
· Properly labeling all cleaning agents and other chemical products and storing them away from all food products.

There are three possible outcomes from a restaurant inspection:
1. The restaurant may pass the inspection without a citation.
2. The restaurant may pass the inspection but be cited for one or more violations.
3. The restaurant may fail the inspection due to a number of violations.
    The consequences of failing an inspection vary, depending on the seriousness and nature of the violations. A restaurant that fails an inspection may be allowed to continue operations during a set time period when the required improvements/corrections must be made. In such cases, the restaurant may be inspected again to ensure corrective actions were taken and that the restaurant is in compliance with the approved standards.
The restaurant may be required to close until improvements are made. Once the required corrective actions have been taken; the health department will usually repeat the inspection.

Health department violations are a serious matter, not only in terms of business. In some communities, the results of the Health Department’s inspections are published in the local newspaper. Public confidence in our brand is quickly eroded when a restaurant is cited for health code violations. Therefore, it is critically important for all franchisees and their employees to guard against possible
violations on an ongoing basis and to act quickly to correct any problems when a Health Inspector arrives at the restaurant.

Remember:
· Never assume that a health department official will not visit you; always be prepared by maintaining a clean, safe workplace.
· If visited by a Health Inspector be courteous and cooperate with all requests. Keep the visit professional. If you can, accompany the official during the inspection. Ask related questions and take notes. Seek advice or assistance from the Health Inspector on solving issues related to any violations. These professionals are usually more than happy to help support the “common goal” of a safe food environment.
· During an inspection, act immediately to correct any problems observed either by you or the Health Inspector.

ELINGBUILDING PERMITS



Other licenses/permits are typically required for any construction work at the restaurant (interior or exterior). Usually, the contractor hired for the work will obtain the proper licenses/permits. However, it is important to remember that minor remodeling activities carried out by managers or others may be classified as work that requires a license/permit. Therefore, always consider if a license/permit is needed prior to initiating any physical improvements.

As with other licenses/permits, these items may need to be posted in a conspicuous place for public view during the period of the work until completion. Furthermore, inspections may be required following such work and other licenses (such as an occupancy permit) may be subject to approval of the completed work.
.__________________________________________________________________________
EMPLOYEE UNIFORM STANDARDS


E UNIFORM STANDARDS
In order to provide an exceptional experience to our guests, ensure food and product safety, and present a professional image for our Brand, Shawarma Royale™ requires the following
Employee Uniform Standards be implemented in all Franchise restaurants. Enforcement of this policy is the responsibility of the Restaurant General Manager and Above Restaurant Leader.
Clothing:

· Shirt: You are required to wear an approved Shawarma Royale™ uniform shirts.
· Pants: Navy blue or black pants and dark or black jeans are acceptable. Pants must be clean, and crisp in appearance. Jeans cannot be faded, have rips or include any decoration. Jeans must fit appropriately. Belts should be worn with pants or jeans that have loops. Managers are required to wear black pants or black jeans. Pants should be long enough to cover ankles and touch the top of shoes.
·  Shoes: Slip Resistant, rubber soled shoes must be worn while in the restaurant. The shoes must say Slip Resistant on the sole or be Shoes for Crews® brand. Gym shoes and sneakers are only permitted if they are guaranteed slip resistant.
· Hats/Hair: Shawarma Royale™ Logo hat or visor must be worn by ALL employees while working in the food prep areas, packaging food, front counter positions, or when performing other tasks in the restaurant. If hair cannot be properly restrained by the hat, a hairnet may be worn in addition to the hat. In circumstances where the hat or visor will not fit over the hair, then hair must be restrained by a hairnet at minimum.

Jewelry:
· Rings - One plain band ring is acceptable.
· Neck Chains - Any necklace or chain should be worn inside the uniform shirt and out of the guest’s view. Only one chain is acceptable.
· Earrings – Studs or posts no larger than one inch in diameter are acceptable, multiple pairs may be worn. No dangling or larger than one inch in diameter allowed. One modest piercing is allowed on the face. This standard applies to both males and females.
· Bracelets - Bracelets are not permitted. If medical alert bracelets are worn, the employee should wear the necklace form.
· Watches – No watches may be worn. (Refer to wall mounted clock for time keeping.)


Other Uniform Standards:
· Nametag – An approved nametag must be worn at all times with the name of the individual who is wearing the nametag plainly noted. The appropriate nametag must be worn for the noted position.
· Jacket/Outerwear - If a sweater or jacket is needed during seasonal changes, it must be navy blue or black.
Personal Hygiene:
· Hair - Shawarma Royale™ requires that hair be restrained in food preparation and service areas. Hair should be neat, clean and professional. It must be off the collar or under the hat, away from the face, and not extreme in style or unnatural in color. Long hair must be pulled off the face and restrained.
· Mustache/Beard - Must be clean and neatly trimmed. Individual is required by Shawarma Royale™ to wear a beard net at all times while working in the restaurant.
· Hands – Hands must be washed and sanitized at the beginning of each shift and after every possible contamination such as sweeping and handling raw products.
· Nails – Nails should be no longer than one-fourth inch from the finger and should be neatly trimmed and, for safety reasons, free of polish (removed nail polish altogether).
· Teeth – Teeth should be brushed daily. The use of mouthwash is encouraged.
· Body – Showers/baths should be taken daily and the use of a deodorant / antiperspirant is encouraged.
· Tattoos – Should be modest and covered as much as possible. Following requirements must be
maintained: none visible on face; tattoos on front or side of neck and chest are limited to 1-2 inches in size; tattoos applied within 4 weeks must be covered until completely healed; tattoos with profanity, nudity, displays of violence, or offensive/vulgar language must be always covered completely while in uniform.




APPROVED UNIFORMS
Note: ALL approved uniforms must include the approved Shawarma Royale™ Logo. Only
the uniforms shown below are approved for use in the Shawarma Royale™ restaurant.

	ITEM
	
	POSITION

	Short Sleeve T-Shirt
(Various colors/designs)
(Female or Male)


	SHIRT PICTURES
	Team Member

	Classic Baseball Cap or Visor

	CAP PICTURES
	Team Member and
Manager


	Shawarma Royale™
Apron
(Female or Male)

	APRON PICTURES
	Cooks




___________________________________________________________________________
RESTAURANT INTERIOR IMAGE



ERVIEW
All Shawarma Royale™ restaurants are required to have an interior that is inviting to our guests and free of clutter, in order to provide a high standard of service and maintain a safe environment for the team members and guests. This section provides an overview of the Interior Image Policy for all Shawarma Royale™ restaurants.
RESTAURANT LOBBY AREAS
The following key areas inside the restaurant must be clear of clutter:

· Front Counter
· Lobby
· Front Door Areas
NON-SHAWARMA ROYALE™ SOLICITATION MATERIALS
The restaurant is not allowed to display any unapproved solicitation materials. Such materials serve as a distraction to our guests and can hinder service. These items include (but not limited to):

· Real estate trade books
· Vacation sweepstakes entry materials
· Area event and/or attraction books
NON-RESTAURANT EQUIPMENT
The restaurant is not allowed to display or have available for operation, any non-restaurant or
unapproved equipment. Examples include (but not limited to):
· Vending or game machines
· Gum machines
· Games
· Rides
· Gambling or lottery machines
· Coin or token operated machines
· Music, film, or video devices

Note: Restaurant Operators, and/or Franchisees should never enter into any contracts to display any of the above referenced materials and/or equipment, in order to maintain a consistent appearance and improve the Guest Experience.

Restaurant Internet Requirements Policy
To facilitate the required programs and tools needed to run a Shawarma Royale™ restaurant,
an internet connection, is required at each restaurant location. Tools and programs
such as Follow-Up, Point of Sale/Back Office data transfer, and Digital Menu Boards require an internet connection to function. The following guide provides details regarding minimum requirements, and internet connection types.
NON-GUEST FACING INTERNET
Non-Guest Facing internet is a connection which allows the transfer of secure data, such as credit cards and sales information, within the restaurant. This type of connection requires a secured password which is not to be provided to guests and employees for personal access on non restaurant related hardware devices.
PROVIDER TYPES
Local Phone Provider- easy to install and widely available. This type of connection utilizes an
existing phone line.
Cellular/Wireless Provider- option for restaurants which have difficulty securing DSL or cable.
Note: The restaurant’s internet must be on a secured network. Access to the internet must be
limited only to restaurant related devices and hardware. Access must never be granted to
guests and/or restaurant employees for personal use. Employees or Guests may use the Guest wifi which must be assigned by the restaurant.

Restaurant Ambient Air Temperature
All Shawarma Royale™ restaurants are required to have an interior that is inviting to our guests. A comfortable atmosphere is an important part of the dining experience, a key part of which is maintaining a comfortable temperature in the restaurant. A comfortable ambient air temperature is also an important part of maintaining a safe working environment for the Team Members. This section provides an overview of the Ambient Air Temperature for all Shawarma Royale™ restaurants.
TEMPERATURE STANDARDS
Each Shawarma Royale™ restaurant is required to maintain an ambient air temperature within the restaurant that is between the range of 68°F to 78°F in the following areas:
· Lobby
· Dining Room
· Restroom
· Back of House Prep and Service Areas
EMERGENCY PROCEDURES
Temperatures below 68°F or above 74°F maybe uncomfortable to the Guests and Team Members, and in addition could pose potential health risks, especially during periods of low or high exterior temperatures.
If the interior air temperature exceeds 74°F:
· Adjust thermostat.
· If the problem cannot be corrected, contact maintenance for immediate service.
· If maintenance cannot resolve the issue within 2 hours, temporary closure of the restaurant may be necessary until the issue can be resolved.
If the interior air temperature is below 68°F:
· Adjust thermostat.
· If the problem cannot be corrected, contact maintenance for immediate service.
· If maintenance cannot resolve the issue within 2 hours, temporary closure of the restaurant may be necessary until the issue can be resolved.

Note: If closure of the restaurant is necessary, please contact the corporate management team and/or Regional Franchise Manager to provide communication regarding the restaurant closure and follow policies for temporary closure.

Speed of Service
The time goal for serving each Shawarma Royale™ Guest is to deliver the order immediately after the guest has paid for the order. However, if additional time is required to prepare the order, the guest must be notified of the time. The maximum time allowed for serving the guest is 3-5 minutes. 
Faster Service More Guests Higher Sales

Restaurant Daily Operations Planning
All Shawarma Royale™ restaurants need to constantly be planning for the upcoming business.
This section covers the actions and tools company-owned restaurant managers in to conduct that planning. This information may be helpful to franchisees in planning for their business, but they are not required to use this information.
This Planning section is divided into four parts:
1. Forecasting
2. Scheduling
3. Ordering
4. Production Planning
PART 1: FORECASTING
Planning is an essential step in managing a restaurant. Perhaps the most critical step of all is accurately projecting sales or forecasting. The restaurant’s sales projection will dictate how many team members to schedule, how much product to order and prepare for each meal period.
Most POS units have Sales Forecasting Report capability. If you are able to obtain a Sales Forecasting Report out of your POS or Back Office, then you should use that specific process to obtain the sales data and forecast for your restaurant. It is recommended that you use the Sales Forecasting reports out of the POS or Back Office as a permanent process.

Below are important points to reference regarding the restaurant forecasting process:
· Prior Year sales history
· Last 3 weeks sales trend
· Upcoming Promotions
· Pay weeks
· Special events such as holidays
· Weather
PART 2: SCHEDULING
Scheduling is one of the most important tools a Restaurant Manager can use to effectively manage the operation. A well-planned schedule can help to achieve the sales forecast, as well as the budgeted labor percent. Proper training and deployment of your team will assist you in maximizing your results.
Most restaurant POS Systems have Scheduling capability. It is recommended that you use the Scheduling tool out of the POS or Back Office as a permanent process. For additional support in franchise restaurants, if the back office becomes temporarily unavailable the area SRFD can provide you with a sales-based labor scheduling tool if requested. This tool will provide the following:

· A guide to ideal number of hours to schedule for each hour of the business day
· An accurate projection of daily sales based on sales history
· An accurate projection of hourly sales based on sales history
· Ability to calculate labor costs based on actual schedule and average wage rates
· A weekly work schedule for posting in the restaurant
· The ability to monitor labor costs on not only a daily basis but also on an hourly basis

Restaurant Daily Operations Planning:
Below are important points to reference regarding the restaurant scheduling process:
· Accurate forecast by weekday
· Sales by hour
· Restaurant’s hour of operations
· Team member availability
PART 3: ORDERING
Ordering is an essential step in managing a restaurant. If you run out of product, you would be unable to properly serve your guests.

The following problems can be caused by inaccurate ordering:
· Too much or not enough inventory
· Product outage, leading to product availability issues
· Lack of space for inventory if over ordered
· Frozen product being stored in incorrect location
· Food spoilage
· Inflated food costs or extreme fluctuations
· Inaccurate counts.
· Transfers in and out, causing additional labor to obtain the product
Most POS units or Back Office systems provide inventory usage and ending counts of your food inventory items for additional support in franchise restaurants, if the back office becomes temporarily unavailable the Regional Field Director can provide you with a sales based labor scheduling tool also will assist you at providing historical information to be used based on the usage at other restaurants with similar sales projections.




Tools For Inventory Ordering
· Actual three-week history of sales & products
· Budgets or plans
· Reports from the POS
· Average sales per unit (Chicken, Lamb)
· On hand inventory
· Days of deliveries 
· Type of promotion, special events, weather, and pay periods, etc.

Restaurant Daily Operations Planning


Remember the fact:
When we are out of chicken, we are out of business!
Every Shawarma Royale™ restaurant must be ready to sell fresh, hot chicken, and our delicious sides from opening until closing. A restaurant must never run out of any cooked product anytime of the day, including peak or slow periods, and during the last hour before the restaurant closes. If the product is not available, it negatively impacts overall guest satisfaction and causes slower service times and low sales.
The number one cause of slow service is product availability. Product Projection is an
essential step in managing a restaurant.
Below are important points to reference regarding the production planning process:
· Sales history by item for past 3 weeks
· Accurate daily and hourly forecast
· Product thaw times

Type of promotion, coupon, special events, weather, and pay periods, etc.

Restaurant Delivery 
Guests of Shawarma Royale™ can experience the same delicious meals and Sides delivered directly to their home or place of work as they receive in the restaurant. This service is offered to guests through the delivery program.
SUPPLIES, EQUIPMENT AND SMALLWARES
Paper Supplies
· Large Paper Boxes
· Small Paper Bags
· Cutlery Packs
· Delivery Stickers

Equipment and Smallware
· Hot Holding Bag (Hot Bag)
· Designated POS
· Tablet Device (for each delivery service)
·  Holding time stickers



DELIVERY PROCESS
There are many moving parts to making the program successful, however the overall
Shawarma Royale™ Delivery process can be summarized in 4 steps.
· Order Placement: The Guest places a Shawarma Royale™ Delivery order via a 3rd
Party Delivery service app or online account.
· Order Processing: The restaurant receives the order via a tablet device for the delivery service provider and processes the order by entering the order into the restaurant’s POS system. The guest receives confirmation that the order is received by the restaurant via a notification through the delivery provider’s app or online account.
· Order Packaging and Holding: A Team Member in the restaurant packages the order taking care to ensure all items noted on the receipt are included as well as any required paper products (i.e. cutlery packs) and requested condiments (ex. sauces). The order is placed in the Delivery Bag, sealed and labeled with the receipt and guest’s name. It is then stored in a hot box in the designated holding area until pickup by the Delivery Driver. The order can only be held in the hot box for a maximum of 15 minutes.
· Order Pickup and Delivery: When the order is received by the restaurant, a nearby delivery driver for the third-party service will accept the order as well. When the driver arrives at the Shawarma Royale™ restaurant, a Team Member will confirm the details on the receipt with the details from the delivery driver. The driver will then deliver the order to the guest at their requested location.

Third Party Delivery Companies
In order for the guests to place delivery orders for the restaurant, it is necessary to select a 3rd party delivery company which provides service in the area.
Home Delivery companies require a separate agreement to be signed by the Franchisee. The legal agreement may have language that spells out the particulars of the contract such as Intellectual Property, Payment, and Fees, Restaurant Pricing Guidelines, Tablet rental/fees, Modification of Menu items, Insurance requirements, Indemnification and Liability, Length of Agreement and Early Termination Penalties.
The 3rd Party Delivery company will work with the restaurant and franchisee to collect the necessary data, upload the approved menus and pricing, and make necessary customizations. They will also set up and provide the tablet device for each restaurant.
Once the restaurant is live on the platform, guests can begin to place orders and the restaurant can receive them.
STEP 2: ORDER PROCESSING
Once the Guest places an order, that order is sent to the restaurant for the selected. Each 3rd Party Delivery company has its own process. All these companies program their client apps accordingly, so team members should follow the process for handling that particular order.
Here is a sample process for handling the order once it is received by the restaurant.

Restaurant Delivery
· 1,Receive the Order- Some systems will provide an alert when a new delivery order was placed, either with a flashing screen or with a sonogram (a sound that is specific to a brand). If this is the case, make sure the Tablet is set with the sound at maximum volume to make it easier to listen in a restaurant environment.
· 2. Accept the Order- When you accept the order for a 3-party delivery service, the Delivery app may send a message to all available Delivery Drivers near your area and awards it to the driver who confirms their availability first. Accept the order as soon as the tablet ask you to do so. Never reject orders.
· 3. Review the Order- When a new order is received, review all items in the order including special requests. Some 3rd party delivery company apps also will show you the name or picture (or both) of the driver who is going to pick the order up and the estimated arrival time so you can pack and hold the order accordingly.
· Keep Track of the Order- Sort orders following the First in First out principle; it is normal that the newest orders will appear at the bottom of the list while the previous ones are now listed at the top. Make sure you pack the order accordingly to the times they were placed.
· Enter the Delivery Order into the POS- Ring each received Delivery order into your own POS system; by doing this, you will not only get the sale receipt you will need to attach to the order, but will make easier to reconcile the Delivery sales at the end of the day and help you with the follow up on your Food Cost, Inventory control, and other P&L related topics.
· Inform the System when the Order is Ready- For 3rd- party delivery orders, it may be necessary to notify the system when the order is ready. In this step the assigned driver will be notified that the order is ready to be picked up. If you forget to confirm that the order is ready, no driver is going to show and the product will end up wasted.

POS Programming
Incorporating Delivery in your restaurant will increase the volume of transactions. To have a clear reading of your Delivery sales and to offer an efficient Delivery service to our Guest, you may need an extra POS exclusively for this new sales channel.
All Third-Party Delivery services charge the Guest right after the order is placed, they send the order to the restaurant tablet, and from this point is your responsibility to ring the order in a POS to keep track of your sales, inventory, food cost, etc. You can´t ring delivery and regular orders at the same time hoping not to affect our in-restaurant Guests.
Another difference between the dedicated POS and your regular ones is that when ringing a Delivery order, there is no cash draw involved. You should receive your Delivery Sales payment according to what is established in your Third-Party Delivery agreement. Talk to your POS provider and quote an additional POS for your restaurant if desired.
Make sure to program your POS with a different tender key for each Delivery provider so you can easily identify what sales goes where, as in the example below.

Restaurant Delivery
It is important to pack each Delivery order carefully and double check to ensure all requested items are packaged and placed in the appropriate Delivery Bag (Paper Bag). Cutlery Packs and requested condiments are to be placed in the Delivery Bag prior to sealing the bag. Once the order has been verified by the Team Member packaging the order, the name of the Guest is to be written on the outside of the bag with a grease pencil. Use Delivery Stickers to seal the bag and attach a copy of the itemized receipt.
· Large Family Box: Family Platters
.
Packaged Orders (with the exception of cold food items) are stored in the Hot Holding Bag to retain the packed product up to 15 minutes without compromising the temperature or freshness of our product; this insulated bag can help you to keep the packed order hot while waiting for the Delivery Driver. Every Delivery restaurant must have at least one insulated bag on hand (Additional bags maybe required based on sales volume.) The Hot Holding Bag should be staged in an area to allow quick access by Team Members when the Delivery Driver arrives at the restaurant.

Product Holding Tracking: Assign each order a 15-minute QC time as you do with every cooked product in your restaurant. If the 15 minutes holding time has passed before the driver arrives, it will be necessary to repack the order with fresh product and apply a new time.
Delivery Bag Cleaning Process: Use CINTAS All Purpose Cleaner and Sanitizer to clean the interior of the bag every 4 hours. To do so, wipe the interior of the holding bag with the All-Purpose Cleaner, and wipe the interior again with the Sanitizer and let it dry for 10 minutes.

It is important to remember that the 3rd Party Delivery Driver is also a Shawarma Royale™ guest. The delivery drivers make money when they are moving, so it’s key to establish a good relationship with the drivers and the best way to do that is to have the
food ready and deliver it with a smile when they arrive to your restaurant. Your tablet will show you the time the delivery driver is scheduled to arrive along with their name
and some will even show you a photo of the driver. The driver should enter the restaurant and go to the specified delivery pick up area. Delivery Signage inside of the restaurant should indicate to the Delivery Driver where to go to pick up the order. It is important that you have a designated location at the front counter separate from the regular line(s) of dine-in and carry-out Guests for drivers to line up to pick up the Delivery orders for quick access and pickup. It is important to get orders to the drivers quickly so they can head in route to deliver the order to the guest.
The driver will request the order by stating the Guest’s name or may provide you with an order number. The Team Member should verify the details of the order on the receipt with the driver’s details. In addition to ensuring the order is correct, check to verify the correct order is being
given to the correct 3rd Party Delivery Driver. This is especially important if there are multiple orders being held, and/or the restaurant is using more than one 3rd Party Delivery company.
Remove the matching order from the Hot Box, collect any cold items and / or beverages that go with the meal and hand over to the driver. No money exchanges hands as the guest has paid on-line when they ordered. The driver will then depart the restaurant to head in route to deliver the order to the Guest.
If for some reason, you don’t have an order ready, offer the driver a soft drink and let
them know how long it will be before the order is ready. Remember, the drivers are the
ones that accept the order and if you have a history of not getting the drivers’ food out on time, they might be less likely to accept orders in the future. Many of the delivery companies allow you to rate the drivers based on their personality, appearance, timeliness, etc. To rate a driver, you go to your tablet and look for the driver rating section next to the order.
IVERY GUEST COMPLAIN
TS
HANDLING DELIVERY GUEST COMPLAINTS



We always handle Guest complaints with T.H.A.N.K.S.!
Here are some common issues that can arise from Delivery and how to best handle the situation.
Missing item or incorrect item received
· If the Guest contacts the restaurant, you should tell them that you will have that item
removed from their bill by contacting the 3rd Party Delivery company
Complaint regarding the quality of a meal
· If the Guest contacts the restaurant, you should tell them that you will have that item
removed from their bill by contacting the 3rd Party Delivery company
Guest does not receive their meal
· If the Guest contacts the restaurant, notify them that you will contact the 3rd Party Delivery company to find out what happened. The Delivery company will then contact the guest.

Meal delivered late
· If the Guest contacts the restaurant, notify them that you will contact the 3rd Party
Delivery company to find out what happened. The Delivery company will then contact the guest.

Note: Delivery Guests may contact the restaurant by telephone to follow up on issues with their order. Therefore it is important that the telephone is easily accessible and answered by the MOD or a designated Team Member during business hours.

Tracking Guest Satisfaction
To help you track the restaurant, a delivery survey has been added at shawarmaroyalefeedback.com (Currently the scores do not impact the restaurant’s overall SAT Track scores.)
You will find also, all delivery related information (scores, comments, measurements, etc.) in the SMG Reporting Site. Delivery related measurements are identified with a (D) next to the survey item in the report. Always seal the delivery bag with the Delivery Stickers, each sticker contains the invitation to the Guest to complete the survey. The RGM and ARL should review and follow up accordingly to ensure great product is consistently delivered to guests.

*HELP DESK AND SUPPORT*

HELP DESK AND FINANCE SUPPORT

Help Desk and Support
There may be times when you need to contact the 3rd Party Delivery company help desk line if you are having problems with your tablet, a guest order, or need to make other updates. Keep the help desk number posted by the tablet so you can quickly find it when needed. In some cases, the delivery company may call the restaurant if they have a question regarding a guest’s order. In addition, the guest may call if they are questioning something regarding their order. For this reason, it is critical that you have a working phone at or near the front counter so you can respond to these important phone calls.

Finance
All sales coming from your delivery orders are normally paid by the 3rd Party Delivery company on a weekly basis, the reconciliation between what was sold and what was is paid to the restaurant is a critical process. Here are some important activities to follow to reconcile your sales:


· Daily Reconciliation
Every night the MOD should compare the total amount of delivery meals that is recorded on the daily financial report from the POS to the delivery company website, which is the official record of delivery sales. If there is a variance, you will want to check to make sure all cashiers are using the delivery tender key when ringing in a delivery sale to the POS. If unexplained variances exist, contact the delivery company to help troubleshoot the issue. 
· Weekly Reconciliation
Accounting for Delivery Sales and Cash Receivable from the delivery provider is an important part of this process. Although detailed Accounting Procedures may vary based on delivery provider the reconciliations are done on a weekly basis.

· Bank Deposits - Most of the Delivery companies settle the delivery receivables on weekly basis.


CATERING PROGRAMApproved Menu Item


OVERVIEW
All Shawarma Royale™ franchise restaurants may only offer approved menu items to our Guests. These approved menu items include our core offerings such as Chicken wraps and meals, Lamb wraps and meals, beverages and sides. Some approved menu items are “Required” in ALL Shawarma Royale™ franchise restaurants. Some approved menu items are “Optional” menu items which may be offered by the franchisee.
APPROVED MENU ITEMS
	Wraps
	Meals
	Specials

	King Chicken Wrap
	King Chicken Meal
	Shawarma Poutine

	Queen Chicken Wrap
	Queen Chicken Meal
	Chicken on the Rice/Fries

	Prince Chicken Wrap
	Lamb Meal
	Lamb on the Rice/Fries

	King Lamb Wrap
	Falafel Meal
	Falafel on the Rice/Fries

	Queen Lamb Wrap
	Chicken Family Platter
	

	Prince Lamb Wrap
	Lamb Family Platter
	

	Falafel Wrap
	Falafel Family Platter
	


PPROVED BEV
	SIDES
	Coleslaw

	King Fries
	Sauces

	Queen Fries
	Garlic Sauce

	Falafel 1 Pc
	Tahini Sauce

	Falafel 7 Pc
	Hummus

	Kubbeh 1 Pc
	Molasses





ERAGES
Shawarma Royale™ is a data-driven organization with a goal to deliver financial results. Proper management of sales and production is key to ensuring the restaurants are profitable and achieve desired budget targets. To achieve this, each restaurant must have a point-of-sale system which accurately records front counter, and To-Go transactions, provides detailed reporting, and can be integrated with the restaurant’s back office system. Point of Sale (POS) System Requirements

MINIMUM POINT-OF-SALE SYSTEM (POS) REQUIREMENTS
The following are the minimum requirements for Shawarma Royale™ POS that must be
available in all restaurants:

Hardware Components

· POS terminal (touchscreen preferred)- for guest transactions entry
· Kitchen Display System (KDS)- minimum 1 at the expedite area if needed.
· Waterproof/Spill proof Screen and/or Keyboard
· Cash Drawer- must be lockable and mounted under the counter (1 for each POS terminal
· Receipt Printer
· Credit Card (EMV) Reader- accepts touchless payment methods, connected to
secure internet, must meet minimum payment card industry (PCI) compliance
requirements
· Mag (swipe) Card Reader- allow access to secured MOD functions  Incorruptible Power Source
· Internet Capable- connected to secure internet source meeting minimum PCI
compliance requirements
· Backup Data Source- internal storage of transactions in case of lost internet
 Rear facing guest touch display
· 48-hour Battery Backup

Software/Data Requirements
· Non-resettable Totals- grand total cannot be reset
· Consolidated Reporting- including per terminal sales, sales reports by shift and day, product mix, and inventory reports
· System Financial Reports- per terminal and cashier
· Programmable for menu- minimum 250 preset keys and 8-character description
· Discount keys- limited to MOD access via mag card
· Coupon keys- programmable with promotions
· Void, Delete, and Refund Options- limited to MOD access via mag card Transaction Designation Functions- dine-in, carryout, drive thru, delivery, curbside, guest pick up, etc.
· Suspend/Recall Transaction Capability
· Cashier Suggestive Selling Prompts Capability

Note: Please contact your Regional Director for help in determining if your system meets these requirements.

GUEST SERVICE


Steps to Guest Satisfaction
GUEST
At Shawarma Royale™, we refer to our customers as “guests”. What’s the difference between
a customer and a guest? A customer is someone who purchases goods or services from a
restaurant or establishment. A guest is a person to whom we extend our hospitality. In other words, a guest is someone we are excited to see, we prepare in advance for their visit, we greet with them a smile and make sure everything is ‘to their liking’ while they are with us. We want them to leave with the feeling that they are important and that we are glad they came to the restaurant. 

We have two kinds of guests at Shawarma Royale™:
· Internal guests are crew members, managers and other Shawarma Royale™
  team members.
· External Guests are people who come to our restaurants to purchase our products and also vendors who deliver products to us.

Everyone who works for Shawarma Royale™ has the responsibility to extend hospitality to both internal and external guests. That means being positive and supportive to everyone, every day!
SERVICE STEPS VS. HOSPITALITY
Service at Shawarma Royale™ is detailed in the 7-step procedure for waiting on guests (10
steps in drive thru - 5 speaker, 5 window). These steps are outlined in this section of the manual. To ensure each guest receives their order in a timely manner, all service steps must be followed.
However, just waiting on a guest and delivering their order is not enough. Hospitality must be the attitude behind the steps. In other words, attitude is equally important to ensure a guest has a great experience in our restaurants. Our goal at Shawarma Royale™ is to have a hospitality culture where our guests are number one priority.
Influence on Guest Satisfaction begins as soon as the guest is approaching your restaurant and does not end until the Guest is on their way to the next destination. The restaurant should be kept clean and well maintained at all times. The MOD should consistently monitor the entire operation throughout the course of the shift, ensuring the restaurant offers every guest the highest level of Guest Satisfaction.

Additional Guest Satisfaction techniques include:
· Table/Guest visits - employees in the lobby should always greet lobby guests and ask questions regarding satisfaction with their entire visit.
· Make Guest Satisfaction a top priority, evident by urgency, teamwork, providing undivided attention, and enthusiasm for serving each guest.
· Always smile when interacting with Guests.
· Whenever a product availability issue is evident, communicate to the guest any wait times.
· Wear a clean and approved uniform daily (dark pants, Shawarma Royale™ Logo shirt and hat or visor, slip resistant shoes, nametag).




Manage Product Quality!
·  Do not slice more chicken than what is needed to ensure quality product is served to every guest. When the restaurant is busy, use 30 minute rule to maintain enough sliced  chicken on hand to last a maximum of 30 minutes whenever possible.
COUNTER SERVICE - SEVEN STEPS TO GUEST SERVICE
Note: Front Counter Service Team Members are responsible for making each guest feel welcome by taking each order in a fast, accurate, and friendly manner, while ensuring only the highest standards of food products are presented to each guest. This can be completed by following the Seven Steps to Guest Service:

1. Greet the Guest:
· Always smile and make eye contact with guests as soon as they enter the restaurant. Even if you are currently busy serving another guest, you need to acknowledge entering guests with a smile and eye contact.
· Give your undivided attention to the guest and welcome her/him with a pleasant greeting.

For example:
· "Hello!”
· "Good afternoon/evening!”
· "How are you?”
· “Welcome to Shawarma Royale™!”
· Use the guest’s name whenever possible.
· Use your own personal greeting as long as it is respectful, and you are comfortable with it.

2. Eat-In or Take out.
· Ask the guest if the order is for here or to go (ex. “Will you be dining in today?”). This step will tell the expeditor how to package the order correctly.
· Suggestive Sell / Take Order
· Suggest the appropriate lunch / dinner special.
· Lunch Example: “Would you like to try our Shish Kabob  Special for just for ___?
· As guests order, enter each item they order into the POS register.
· Enter any offers the guest orders from the Mobile App
· Suggestive selling not only benefits Shawarma Royale™; it also benefits the guests by providing an opportunity to round out meals or to include items they may have forgotten. Your goal is to sell a complete meal.
· Clarifying questions such as “Would you like to add some toppings ?” is not suggestive selling - it is necessary to assist with order accuracy.
· Use affirming phrases such as “Great choice!”, or “You’re going to love that!”
· Suggest your preference: suggest meals or personal favorites if guests are not familiar with the menu. 
· Do not repeat the order multiple times.
4. Repeat the order:
· Repeat orders to guests to ensure items are not missed and that orders are correct. Repeating orders helps catch and correct errors before the transactions are completed.
· Verify coupon code if any from Mobile App if necessary.
· Correct any errors or add additional products as appropriate.
· If for some reason guests have to wait for an item, let them know of the delay and how long the wait will be.
5. Collect the money:
· Tell guests the total dollar amounts due.
· Collect money from guests and state out loud the amount they provide (ex. $2.41 out of $5). This will help to avoid disputes.
· Place bills on the register ledge of the cash drawer or on the counter.
· Do not place bills into the register cash drawer until guests receive and acknowledge the correct change.
· Repeat the amount of the sale and the payment received, and then count the change out loud to guests while handing the change to them (ex. “That’s $2.41 out of $5. Your change is $2.59. Here’s $.59 and $2. Thank you.”).
· Place the guest’s cash payment in the cash drawer and close the drawer.
· When accepting credit/debit cards:
· Swipe the guest card in the card reader per POS type, and return the card to the guest.
· If applicable, ask the guest to sign the credit/debit card slip.
· Place the restaurant's copy in the cash drawer; hand back the guest’s copy.
6. Give the Guest a receipt:
· It is Shawarma Royale™ policy to give guests a register receipt.
· Invite the guest to complete the satisfaction survey by referencing the survey information on the receipt.
· Tell the guest the order number.
7. Thank the guest and invite them to return:
· Give guests their drink cup and point out the drink and condiment area. Fill drinks for guests if your restaurant does not have a self-service drink machine.
· Direct guests to where they should pick up their orders (or deliver order if ready).
· Always communicate wait times (if applicable).
· Thank guests for their business and ask them to return in a friendly and sincere manner.
DRIVE-THRU SERVICE


ORDER EXPEDITING

Note:  Accuracy and Speed is the key to Expediting Order. When expediting the order, please keep the following notes in Mind:
· Attention to detail is critical when packing products.
· The expeditor is the last person to see the order before it is delivered to the guest. 
· As an expeditor, you need to be proactive when anticipating a guest’s needs.
· Our goal is to give the guest his/her order immediately after receiving their change

Expediting Steps:
· NEVER touch food with bare hands. ALWAYS wash hands before handling food and serving utensils. 
· Listen as the guest places his/her order and begin filling immediately.
· Retrieve order from POS monitor (if applicable) and fill the order as it appears on the screen.
· Upon completion of packaging the order, repeat the order to the guest and deliver the order. Don’t forget to smile.
· Thank the guest and invite them to return.
CASH HANDLING NOTES
Note: 	Operating a POS is a great responsibility. Each employee operating a POS is responsible for the accuracy of their register during the shift. It is vital to understand how the registers work and how to account for cash and credit card transactions.

Handling Cash:
· At the beginning and end of the shift, the POS cashier must verify the drawer with the MOD to ensure the starting bank is correct before ringing up the first transaction.
· Always check the amount of change in the drawer before the shift. The MOD should stock extra change before the peak meal periods.
· When returning change to the guest, count the change twice; once to yourself, and once to the guest.
· For safety, keep cash in the register to a minimum. Place excess $1s, $5s, $10s and $20s into the bleed box or cash envelope and deposit into the safe.
· Never accept bills larger than $20 for the cash drawer. If a guest wishes to pay with a larger bill, the MOD should handle the transaction.
· Notify the MOD of any voids, refunds or cancellations.
· Obtain a signature for all employee meals.
· Attach any coupons to a copy of the register receipt and place the receipt in the register drawer.
· Always lock the register whenever leaving it. A cashier should never leave an open drawer unattended or allow anyone else to use their register.
· MOD must have their own cash drawer. Never use another cashier’s drawer.
· Never borrow change from a register. Always request change from the MOD.
· For credit/debit card transactions, if applicable have the guest sign the credit/debit card slip. Place the restaurant's copy in the cash drawer and give the guest a copy.

Recovering Guest 

GUEST RECOVERY AND FEEDBACK

Note: Guest Recovery is when you fail to meet a guest’s expectations at first, but in the end,
you exceed them. At Shawarma Royale™, we think of recovery as a gift, because
it gives us the opportunity to build a very special relationship with a guest who feels
cheated or badly treated at first. It is a fact that a guest who has a complaint that is
handled correctly is more loyal to our restaurants than a guest who did not have a
complaint in the first place. Therefore, recovery is a “story opportunity”: a chance for
the guest to tell his/her family and friends about what happened, but - more importantly -
how it was handled correctly.

Steps to Guest Satisfaction

Handle the Guest’s Complaint with T.H.A.N.K.S.!
T- THANK the Guest
· Thank the guest for bringing the problem to your attention

· Every complaint is a gift; it gives us an opportunity to keep that guest
Remember, it costs more to replace a guest than to keep a current guest

H - HONOR the Guest’s complaint
· Approach the guest with a helpful and caring attitude
· Take the complaint seriously
A - APOLOGIZE to the Guest
· Give a sincere and genuine apology
· Take responsibility
 N- NEVER Argue
· Do not interrupt the guest
· Do not argue with the guest or become defensive
· Use active listening skills: summarize and repeat the complaint back to the guest for     clarification. - “Don’t fight- make it right!”
K - Include an Act of Kindness
· Go “above and beyond” when handling the complaint
· Exceed the guest’s expectations
S - Solve the Problem
· Correct the problem immediately
· Take steps to ensure the problem does not happen again
SAT TRACK- COLLECTING GUEST FEEDBACK
Frequently Asked Questions:
Who should I contact to have the POS information updated?
· Contact the above restaurant leader or POS Technician.
What if the coupon has expired?
· Explain to the guest that you will accept this time; however, you may not be able to accept the coupon next time. Encourage the guest to return more often and thank them for their business.
What if the guest brings in several of the Free Value Menu Item offer coupons during a single visit, should I accept it?
· There is a “limit one per visit” message printed on the receipt, which you can kindly point out, in the event the guest attempts to redeem multiple offers at one time.
What if the guest wants to use the Free Value Menu Item offer in conjunction with another offer?
· Always try to accommodate the guest, but you want to avoid double discounting any offer.
What if the guest states they completed the survey and didn’t receive a verification code?
· Explain to the guest that you will honor the offer this time and remind them that the code
will be displayed after full completion of the survey and to be sure to write down exactly what
the code is.
Should I accept the coupon/receipt even if it is from another Shawarma Royale™ location?
· Yes, but encourage the guest to redeem at the restaurant from which they received it, so each restaurant can have a sense of how many guests are actually returning to their location, regardless of their experience.

It is the policy of Shawarma Royale™ to provide the best possible service to all Guests,
including those with special needs. Guests with disabilities, should be treated with the same
courtesy and respect given to all our Guests. Also, it is the obligation of the Restaurant Operator to comply with all national laws which protect disabled Guests.
SERVICE ANIMALS
Service Animal
A service animal is any controlled dog or miniature horse that has been individually
trained to do work or perform tasks for the benefit of an individual with a disability.
Service animals may perform a variety of tasks for individuals with many different
types of disabilities, including, but not limited to, assisting individuals with hearing,
vision, and/or mobility impairments.
In accordance with country-specific requirements, people with disabilities are allowed to
bring their service animals into the Guest service areas of the restaurant. (Ex. Dining room
and restroom.)
ASSISTING GUESTS WITH DISABILITIES
Simple accommodations can be made to assists Guests with disabilities that will promote
Hospitality in the restaurant. Here are a few examples:
Vision Impairments
· Ask the Guest what type of food they would like, then clearly and slowly read the menu
items that are similar to the type of food requested. Be sure to state the price of the items
and give the total of the order. If requested, read the entire menu to the Guest.
· While taking the order, do NOT ask the disabled Guest to wait until other Guests are
served first.
· Count change out loud for the Guest and state each coin/bill given. (For example, if the
change is 31 cents, say, “Your change is 31 cents, and I am giving you a quarter, a nickel
and a penny. Thank you.”).
· Offer the Guest assistance getting to a table or when they are leaving.
· If the Guest requests to take a picture of the menu board for enhanced viewing, allow
them to do so.

Hearing Disabilities
A Guest with a hearing disability may give the service team member a note or make
Gestures to express that they have a hearing disability.
· If the Guest has a note with an order on it, take the note and enter the order into
the POS.
· If the Guest does not have a note with an order on it, offer the Guest a pen and paper to
write down the order, then enter it into the POS.
· Write a note to the Guest thanking them for their order and include the order total.
· Attach a copy of the receipt to the order and highlight or circle the SAT Track survey
invitation on the receipt.



OVERVIEW
Security Management

OVERVIEW
Providing a secure restaurant to the best degree feasible is an essential part of
management responsibility.
Restaurant security efforts are implemented through team member training, proper cash management control and physical restaurant security systems and equipment. Restaurant managers and team members can minimize restaurant security risks with proper training and by strict adherence to procedures.
Restaurant managers should ensure the maintenance and good working condition of physical
security systems and equipment, such as safes, robbery alarm systems and lighting.
This section focuses primarily on a manager's responsibility for security within the restaurant and covers the following topics:

· Disorderly Guest or Team Member
· Violence Against Team Members or Guests
· Quick-Change Artists and Counterfeit Currency
· Vandalism
· Internal Theft
· Equipping the Restaurant for Security
DDITIONAL REFERENCES AND INFORMATION
You have the right to feel safe and secure in your restaurant. If you experience a disorderly guest or an employee, it is your right to request that such guest or employee leave the restaurant. If the disorderly guest or employee refuses or in any way becomes offensive to another guest or employee, you should call the police and request that the guest or employee be removed.

When a person’s behavior becomes irrational and/or violent, follow these guidelines:
· Employees must notify a manager immediately.
· Protect yourself by keeping a reasonable distance from the individual. Do not put yourself or others at risk.
· If the individual's conduct is threatening to others, have another employee call the police and move everyone out of the immediate area.
· Attempt to calm the person.
· Do not attempt to use physical force to control the person.
· When the police arrive, follow their instructions and let them handle the situation.
· Immediately call your Higher Management. Franchise locations should follow their own established reporting procedures.
Violence Against Team Members

VIOLENCE AGAINST TEAM MEMBE
RS OR GUESTS
One thing that team members can do to help prevent violence is to avoid hostile behavior
in the workplace.
Team members can also learn to recognize warning signs of potential violence in other people and let their manager know when they encounter these warning signs.
Treat everyone around you with courtesy and respect.

Do Not:
· Harass fellow team members or guests.
· Intimidate other people.
· Insult other people.
· Threaten other people.

In addition, be aware of others and how they act. Their actions can be a warning sign of potential violent behavior. Some signs to watch for are:
· A tendency to take criticism poorly.
· A tendency to hold a grudge.
· A defensive attitude.
· An individual with a gun or other weapon on the restaurant premises.
· A tendency to make threats against people and property.
· Extreme stress.

If any team member observes any of these signs in others or knows of some situation that might promote violence, they must let management know and call the appropriate Authority Immediately



COUNTERFEIT CURRENCY

QUICK-CHANGE ARTISTS AN
D COUNTERFEIT CURRENCY
Restaurants are targets for counterfeiters and quick-change artists because of the amount of cash handled and the fast pace at which it is handled. Criminals know that most team members normally cannot take time to examine bills carefully.

Quick Change Artists

To prevent the actions of a “quick-change artist”:

· Never make change for another bill once you have begun to make change.
· Always complete one transaction at a time.
· Quick-change artists will try to confuse you by asking you several different questions during the transaction. Be wary of guests who seem like they are trying to confuse you (this is a technique for making you lose track of the money count).
· If there is any question about a cash transaction, the employee should place all money in the register, close the register drawer, and then call for the MOD.

Counterfeit currency 

To avoid accepting counterfeit currency, follow these tips:
· Always be alert for counterfeit bills. Some bills are altered to appear larger (e.g., $10 bills with $20 corners taped or glued on the bills).
· When receiving a suspicious bill, turn it over and check the reverse side (often these bills are only altered on one side).


Important: If the bill is suspect, do not make an accusation of dishonesty. Only the police, bank
officials or other authorities can properly determine whether or not the bill is genuine. If a team
member receives a suspect bill, they must alert the MOD to handle the issue further.

When suspecting a counterfeit bill:

Never confront a guest in an accusing manner if a bill is suspect:
· Do not put yourself in danger.
· Accept the money from the guest. DO NOT GIVE CHANGE. Explain that the bill will be reported as suspect. Provide guest with requested meal.
· Take mental notes about the guest; be able to describe the guest later to authorities, if needed.
· Advise all team members of the incident, including a description of the person(s) passing the suspect bill(s) in case the same person returns later and attempts to pass another bill.
· Advise the bank about the suspect bill.
· Advise the police of persons returning with suspect bills.
· Do not handle the suspect bill(s) more than necessary.
· Place the suspect bill(s) in a protective envelope.
· Take any other actions recommended by the police.
VANDALISM
 Vandalism is a crime and results in financial loss for the restaurant. While it is difficult to prevent certain types of simple vandalism, such as broken windows and graffiti, the following tips may help to minimize the risk of vandalism:

· Keep all interior and exterior lights maintained.
· Keep security cameras in working condition.
· Pick up all bricks, rocks and debris on the premises and discard in the dumpster.
· Lock all outside fuse boxes and the main breaker handles.
· Lock the dumpster, if possible to prevent someone putting it on fire. 
· Lock the grease tank, if possible.
· Remove any access to the roof.
· Maintain the landscaping; remove tall or overgrown shrubs, etc., where vandals might hide at night.
· If vandalism is present, remove or repair it as quickly as possible to discourage
additional vandalism.
· Ask police to “drive-by” the parking lot during hours when vandalism is most likely to occur.
· Make frequent exterior inspections.
· Work with neighboring businesses to address vandalism and other security-related concerns.
· Each evening at store closing, make sure any breaker or power shutdown procedure does not turn off the alarm system or surveillance system.
INTERNAL THEFT
Note: The following are recommended procedures for franchise restaurants.

Many times, if something is missing from the restaurant, a team member– not an outsider, took it. Over 70% of all restaurant thefts are internal. It is important to remember that, while a theft may be small (an item of little value), it is still a serious matter. If someone is stealing, there may be a series of thefts that add up to a large amount of money. But most important, one who steals may steal again – and the next time, the level or dollar amount might be very serious.


Handling A Robbery Or Burglary

 Any location that maintains cash on hand or has other valuable items is a target for crime. That remains true for restaurants, even though better security measures have been proven to reduce criminal acts.
One of the most devastating acts against a restaurant is robbery. Along with the financial loss, there is always the potential impact on guests and team members. It can be a frightening and life-threatening situation.
This section contains measures that franchisees should consider taking to deter robberies and
burglaries, and guidelines to follow. We recommend franchised restaurants follow these guidelines. 

Franchised restaurants should follow their own reporting procedures










How to reduce Risk of Armed Robbery

THE RISK OF ARMED ROBBERY

· Train all team members in good security/crime prevention practices.
· Only allow on-duty team members in back of house areas, i.e. behind the counter. Any other individuals must present proper identification to the MOD before entering back of house areas.
· Instill a sense of awareness of security in team members.
· Only restaurant management team members should open or close the restaurant.
· Never open or close the restaurant alone.
· Always have two or more team members in the restaurant at all times.
· Check each morning that all inside lights are on and working.
· Check each night that all outside lights are on and working.
· Doors between guest areas and the service area or kitchen must be locked at all times.
· Team members who may go outside for a smoke break should be alert to any suspicious person or condition.
· Team members should not loiter outside the restaurant before opening or after closing.
Team members should be formally advised of your commitment to reducing the risk of armed robbery and that violation of any security procedures.
BACK DOOR PROCEDURES


BACK DOOR PROCEDURES

Restaurants should follow procedures for monitoring the rear door.

Entering through the back door of a restaurant is often the preferred way for robbers to get inside the restaurant. The back door has less traffic, is usually in a less well-lit area and is often close to the manager’s office where the safe is located. Experienced thieves know their chances of success are higher and the risk of getting caught is lower if they use the back door.

To reduce the risks of your restaurant's back door being used as an entrance for a robber, the
guidelines below should be followed:

· Only restaurant managers should open the back door. Team members should never have the manager's key or security system codes.
· Only open the back door during daylight hours for deliveries and trash runs.
· The restaurant manager should monitor the back door at all times when it is open.
· All vendors must come to the front of the restaurant and ask for the restaurant manager.
· All team members should enter and exit the restaurant through the front door.
· Team members should not open the back door even if they recognize the person.
· The back door should never be opened after dark for any reason.
· Never prop or jam the back door open and leave it unattended.
· After the restaurant manager has taken the previous night’s deposit to the bank, remove the trash to the dumpster using two employees.
· Always check the backdoor alarm (if available). If not functioning, arrange for repair.
· The back door should have a peephole and outside lighting to provide visual identification



CASH CONTROL


CASH CONTROL

Money is what robbers are after, so their focus is on where the money is kept. Usually that means the cash registers, although robbers will want the cash from the safe if they think the restaurant has one. Making cash more difficult and riskier to steal can discourage many robbers. Follow the tips below and be sure to train team members on the proper cash control procedures.

To reduce the risks of your restaurant being robbed, the guidelines below should be
followed:

Cash Registers:

· Cash handling areas should be well lit.
· Control and limit cash in the register.
· Put all higher denomination bills into the drop (bleed) box. - follow local practice
· Check the amount of cash in the registers frequently.

· Remove all excess cash in the drop (bleed) box several times a shift especially after Rush hours
· Keep the register locked; open the register only for a short time for each transaction.
· Never allow yourself to be distracted while the register is open.
· Do not flash cash or count bills in the service area.

Safe:

· Keep safes locked at all times.
· Never walk away from money or an open safe for any reason.
· Once prepared, place all deposits in the safe until they are ready to be taken to the bank.
· Cash should only be kept in the safe, never anywhere else.
· Keep restaurant keys on a separate key ring.
· Each restaurant manager is responsible for her/his own set of keys and codes. Keys and codes should never be shared.
· When using "lock down" safes, always set the appropriate lock down and delay times on the safe. 

Deposits:

· Make a minimum of two bank deposits daily. The first deposit should be made by early morning for the previous night’s receipts. The second deposit should be made by early afternoon. NEVER go to the bank after dark. 
· Go to the bank at different times (in daylight, if at all possible).
· Try to disguise the deposit bag (such as by placing it in a carry out bag).
· Use different routes to the bank; avoid being predictable.
· When possible, two employees should go to the bank to drop off deposits.


Other Areas:
· Advise team members to stay alert and otherwise be aware of what is going on outside and inside the restaurant.
· Call the police if you see someone loitering or acting suspiciously in the restaurant, outside or across the street.
· Greet your guests with good eye contact and observe their actions; robbers do not want to be identified later.
· Make the restaurant attractive to guests so it is unattractive to robbers. Keep the restaurant clean and orderly inside and out. Robbers assume sloppy looking restaurants have sloppy cash control procedures.
· Move window signs or displays that block the view of the cash register area; ensure guests, passersby and the police can see in from the outside, especially from the street.
· Offer law enforcement personnel discounts if they eat in your restaurant. This will bring them by frequently and help you build a reputation for having them as guests and observers.
· 
Restaurant Opening Security Procedures


· Do not discuss company business with guests or friends. Be suspicious of anyone asking questions that relate to restaurant security, operations, bank deposit schedules 
· or robberies.
· Never tell anyone that the manager has left the building; just take a message.
RESTAURANT OPENING SECURITY PROCEDURES
There are certain times when a restaurant is more vulnerable to robbery. One of the most common is in the morning prior to opening, when there are few team members around and no guests. The following tips will help you and other opening restaurant managers maintain a safe work environment.

Before Getting Out of Your Car:

· Drive around the restaurant to inspect it for any signs of forced entry.
· Check for broken windows, open doors, access to the roof, etc.
· If signs of forced entry are observed, go to the nearest phone and call the police. Do not enter the restaurant for any reason until the police arrive.
· Be cautious of any parked car, especially if it is near any door.

Before Entering the Restaurant:

· Team members should park near the street and remain in their locked cars until the
· manager arrives.
· Team members walking or arriving by bus should stand on the front sidewalk near the street or sit in another team member’s locked car until the restaurant manager arrives.
· A minimum of 2 team members should arrive at the same time (MOD and team member).
· Before entering the restaurant, one employee should be stationed outside of the restaurant where that employee can act as an observer.
· The manager should enter the restaurant and check the alarm system and check the restaurant for any signs of a break in.
· The manager should have an agreement with team members on the length of time this preopening check should take. Once that time has elapsed, if the restaurant manager does not open the front door, the team member stationed outside of the restaurant should call the police.
· Assuming the restaurant manager is satisfied with the results of the pre-opening check,
· they should return to the entrance of the restaurant and give the employees predetermined "all
· clear" signal.
· Allow only scheduled team members in the restaurant before opening.

Restaurant Closing Security Procedures


RESTAURANT CLOSING SECURITY PROCEDURES

Closing is usually the time criminals prefer to attempt a robbery. Therefore, restaurant managers and team members should have a greater sense of awareness about the possibility of robbery at the time of closing. The following tips will help you ensure a secure area until you and the other team members exit the parking lot.

When Closing the Restaurant:
· About one hour prior to closing, have the team members move their cars to the front of the
restaurant near the door (most visible from the street).
· Be alert to the people inside and outside the restaurant.
· If guests are finishing their meals after the restaurant doors have been locked, delay your closing duties until you have escorted them out of the restaurant.
· After locking the doors, team members are not allowed to go outside for any reason until they are ready to leave as a group.
· Do not admit anyone inside the restaurant once the doors are locked.
· Check the restrooms to be sure no one is hiding.
· Look to see if restroom ceiling tiles have been disturbed. Do not attempt to look in the area
· above the tiles if they appear disturbed; call the police.
· The restaurant manager should activate the delayed light shutoff device, if available.
· Always exit by the door most visible from the street (NEVER exit through the back door).
· Handling A Robbery Or Burglary

· If it is dark, have one team member start their car and position it so the car's headlights shine on the front of the restaurant and the cars of the other team members.
· Before the restaurant manager can leave the restaurant, they are responsible for watching
· the other team members get in their cars, that the cars all start and that all employees safely
· drive away.
· When a restaurant has off-site parking for team members or some team members ride the bus, ensure that reasonable precautions are taken to protect them as they go to and from their cars or the bus stop.
AFTER HOURS EMERGENCY ALARM CALLS
If the restaurant manager must return to the restaurant after hours in response to an emergency alarm call, they should strictly observe the following procedures:
· Verify the alarm call received is legitimate (the individual is calling from the alarm monitoring company); it could be a robber trying to lure you back to the restaurant.
· Ask for the name and phone number of the person calling. Hang up, and then call the originator back.
· Never return without first notifying your supervisor that you are returning.
· If there is a robbery alarm, phone the police and ask a police car to meet you at the restaurant.
· If there is an alarm system repair problem, phone the alarm system repair company and have the service truck sent out before you leave home.
· Do not park near or enter the restaurant if you arrive before the police or the alarm system repair truck.

IMPORTANT ROBBERY FACTS
IMPORTANT ROBBERY FACTS
Knowing more about robberies is one way to increase your awareness of potential threats and help prevent a robbery. In training and discussions about robbery with other restaurant managers and team members, share the following information:
· Robbers are drawn to the convenience and cash of quick service restaurants.
· Robbers want to get in and out of the restaurant quickly.
· Usually robbers will have prior knowledge of the restaurant and its procedures, possibly from a former employee.
· Robbers will avoid businesses where cash is difficult to take.
· Robbers are often nervous.
· Robbers may become violent if surprised by a sudden motion.
· Handling A Robbery Or Burglary

· Most robbers wait until all guests leave the restaurant before approaching the cash register and attempting a robbery.
· If the robbery does not seem easy to accomplish at the moment, the would-be robber may make a small purchase and leave.
· Robberies are most frequent from 9:00 PM. until 3:00 AM; most robberies occur between 1:00 and 2:00 AM.
· The average robbery takes about 90 seconds.
· Even when robbers are caught, almost none of the cash is recovered.
· The amount of money available is the most important item to the robber.
TIPS TO REDUCE THE RISK OF VIOLENCE DURING A RO
Tips to Reduce the Risk of Violence During Robbery

BBERY

No one wants to think about the possibility of a robbery. But even though a robbery might have
never been attempted at your restaurant, it is always wise to think ahead. Being prepared is the best way to ensure if a robbery is attempted, it can be handled with minimal risk to the restaurant guests and employees. 

Follow the below tips to be prepared in the event of a robbery:

· Plan what to do and say if a robbery should occur. Hold meetings at the restaurant and train team members on the exact procedures to follow during a robbery.
· Keep updated emergency and security numbers posted at phones.
· If you have a robbery silent alarm system, train all restaurant managers how to activate and use the alarm system.
· Be aware of your surroundings.
· Never resist a robber. Money and property can be replaced, lives cannot.
· Assure the robber that you will cooperate with them.
· Give the robber what they ask for - but no more.
· Do not use any sort of weapon. Robbers may be nervous during the robbery and might resort to violence if a weapon is used against them.
· Stay calm. Do not make sudden or unexpected movements.
· Keep your hands where the robber can see them. If you need to move your hands, such as to the cash drawer, tell the robber what you are doing.
· Calmly tell the robber if you expect a supervisor or someone else to arrive or if a car is pulling into the lot during a robbery.
· Avoid letting the robber be surprised.
· Make mental notes on the robber's build, hair color, complexion, voice, clothing and anything else that could aid in identification.
· If the robber has a gun, assume it is real and loaded.
· If the robber has a gun or knife, try to remember what it looks like.
· If the robber says they have a gun but does not show it, assume they are telling the truth.
· Activate the robbery silent alarm system (if available) only if it can be done in a safe way without Handling A Robbery Or Burglary being detected.
· If the robber presents a note, put it aside so that it can be given to the police when they arrive. 
· Make a mental note of anything the robber might have touched. The police may be able to obtain fingerprints.
· Make the "transaction" as short as possible.
· If you have an electronic time delay safe, let the robber know you cannot open the safe
· immediately.
· If you see a hostage situation begin to develop, attempt to get out of the restaurant and call for help.
STEPS TO FOLLOW AFTER A ROBBERY
Following a robbery:

· Never chase a robber; not only might they hurt you, but the police might mistake you for the robber.
· After the robber leaves, call the police. Do not hang up until the police dispatcher tells you to; then call your supervisor.
· Lock the restaurant and do not let anyone in, so the police can fully investigate the crime scene.
· Secure the restaurant door handles and any other areas the robber may have touched. Ensure no restaurant team members or guests touch these services in order to preserve any fingerprints and prevent contamination of evidence.
· Ask all witnesses (team members and guests) to immediately write down as many details as they can remember about the robbery, including: a description of the robber, the direction of getaway, the type of vehicle and license number.
· Discourage witnesses from conferring with each other.
· Do not let anyone near anything the robber may have touched.
· Never discuss a robbery or the amount stolen with anyone other than your supervisor and the police. Other robbers may be attracted to our restaurants by reading or hearing about a large theft or an effective robbery technique.
· Allow employees to contact their families after the police have finished interviewing the team member.

BURGLARYRestaurant Closing Security Procedures



Many of the security measures listed on the previous page also apply to reducing the risks of
burglaries. However, there are differences between the two crimes (robbery and burglary), and each requires its own precautions and safeguards. In security training, especially for the restaurant managers and team members who open and close the restaurant, be sure to address the following topics:

· Check all doors, locks and windows; ensure they are locked or otherwise closed and/or secured.
· Keep security lights on at night.
· Maintain as little cash as possible in the safe overnight.
· Never keep cash in register drawers or elsewhere overnight.
· Double-check all doors, especially the back door, upon leaving the restaurant after close.
· Always look for signs of an attempted forced entry (marks near door locks, around jams, etc.).
· Be aware of suspicious guests; burglars usually “case” a restaurant before attempting the crime.
· Never tell unauthorized people about cash on hand, where the safe is located, security devices, when the manager leaves after closing, or otherwise give out any information that could be useful to a potential burglar.
· Check restrooms and other places where someone could be hiding during closing procedures (check before and after locking restaurant doors).
· Frequently check the working condition of electronic alarms and other security devices.
· Never give restaurant manager’s keys to anyone (they could be copied).
· Keep a record of who has keys to the restaurant and who knows the combination to the safe.
· When there is a change of restaurant management, always make sure all keys are returned and, if possible, change the combination to the safe. Change the lock cores as needed.
· Never use a “booby trap” device to protect the safe or restaurant.
· Never keep firearms in the restaurant (a trapped burglar might become an armed robber).
· If using electronic security measures, change the code when there is even the slightest chance that unauthorized personnel have seen the code.

When arriving at the restaurant always be aware of the possibility of a burglary:

· Drive around the restaurant first; look for signs of a break-in or forced entry.
· If there are signs of a break-in or forced entry, do not enter the restaurant. Call the police
· immediately and wait for their arrival.
· Do not touch anything that might be evidence.
· Follow police instructions: enter only after they have entered and do not touch or tamper with anything that might be evidence.
· Never assume a burglar has left the restaurant; let the police inspect the restaurant.
· Call your supervisor after the police have arrived.
· If a burglary has occurred but entry was not forced, check for any missing keys.
· Do not admit team members or open for business until the police have finished their investigation.
When closing the restaurant, note the following procedures:

· Double-check all doors and windows.
· Ensure that everyone is out of the restaurant; check restrooms, places where there is access to the ceiling, etc.
· Make sure all cash is in the safe and the safe is properly locked.
· Lock the office door.
· Keep security lights on.
· ____________Make sure the alarm (if available) is activated.
· Lock the exit door.
· Look around the parking lot and surrounding area for anything/anyone suspicious.
· Other notes:
· Never assume an electronic security device is foolproof; check it frequently for proper operation.
· If located in or near a high crime area, consider a more prominent display of “protected by” security decals or signs.
· Don’t ignore the roof; be aware of possible access through roof vents, HVAC ducts, etc.
· Do not leave tools or other items, which could be used by someone at night to break a window or force a door, lying about outside.
· If keys are missing, replace the locks immediately.
· Ask your security company for more information on preventative measures.

If you have specific security questions, contact your supervisor.
INTERNAL THEFTS
Note: Internal theft is unfortunately a common problem for all businesses. To reduce the risk of internal theft, keep the following in mind at all times:

· Some team members may steal when they have a perceived need.
· Some team members may steal only if others are involved in the theft.
· Some team members may steal when given a good opportunity.
· Some team members may steal whenever they can.
· 
You can reduce the risk of internal theft by:

· Consistently enforcing your operating standards and policies WITHOUT exception.
· Monitoring team member adherence to policy.
· Eliminating opportunities for theft.

Remember: Most thieves always look for weak systems and poor adherence to rules and
regulations. You can reduce the risk of internal theft by eliminating the opportunity for theft.


Signs of theft include:

Look for and respond immediately to any of the following:

· Team members not ringing up counter, drive-thru or catering sales.
· Under-ringing sales (selling an item as a less expensive item).
· Conducting a sale while the register is closed for shift change.
· Closing registers early and operating out of only one drawer.
· Sharing of keys, cash drawers and change by cashiers.
· Allowing access to codes to cashiers.
· Re-using receipts and claiming it is an over-ring.
· Keeping receipts and voiding transactions.
· Improperly using the register Training Functions.
· Falsifying inventory records.
· Fictitious coupon sales or paid outs.
· Charging full price and re-ringing as discount.
· Holding or floating bank deposits.
· Not paying for team member meals.
· Swapping food for other services.

When someone steals, they steal from every good team member; do not let this happen in your restaurant.

Report all thefts to your supervisor and the police.































_________________________________________________________________________OVERVIEWSafety Management

Shawarma Royale™ restaurants must be operated in a manner that maintains a safe work and
restaurant environment for our employees, guests and the general public. It is the responsibility of all restaurant employees to maintain a high state of awareness regarding safety and take all steps necessary to ensure a safe restaurant.

This section focuses primarily on managers' responsibility for safety within the restaurant.

ADDITIONAL REFERENCES AND INFORMATION
BOMB THREATS
Bomb threats are a rare event for small operations, such as restaurants. However, as various forms of terrorism become more prevalent in today’s world, everyone should take the matter seriously. Even though most threats are nothing more than just threats, the greatest mistake anyone can make is to dismiss a threatening call as a hoax and do nothing. Any threat must be taken very seriously and requires immediate action.

When receiving a bomb threat:
· Stay calm; do not become emotional or show fear.
· Do not treat the call as a hoax.
· Write down everything the caller says (for use later with the police).
· If possible, try to find out:
· What type of device is it?
· What will cause it to explode?
· When will it explode?
· Where was it placed?
· What does the caller want?
· Any identification about the caller (age, sex, race, etc.)

After receiving a bomb threat:

· Contact the police immediately and report the threat. If deemed necessary by the authorities,
· begin closing the restaurant using the following procedures:
· Inform guests that the restaurant is closing due to mechanical problems.
· As guests are leaving, the restaurant manager and other team members should compile the day’s receipts, placing each register amount in separate bags and locking them in the safe.
· Team members should collect their personal belongings and exit the restaurant.
· The restaurant manager and other team members should then exit the restaurant and
· lock all doors.
· The restaurant management and team members should remain outside the restaurant until the proper authorities have arrived.
· Restaurant managers should make sure everyone outside remains clear of the building.
Automobiles should be moved away from the building. No one should enter or go near the
building until the authorities on the scene have given their okay.
EQUIPPING THE RESTAURANT FOR SECURITY
There are numerous types of equipment and technology that can help make a restaurant more
secure. Generally, these include:
· Security lighting.
· Rear doors with windows or peep holes (auto-lock preferred).
· Solid restroom ceilings.
· Alarmed exit control locks.
· Electronic time-delay safes.
· Security alarm systems.
· Drop boxes.
· Key Control Systems.
· Video Monitoring Systems.

The following outlines key issues franchisees may want to consider when selecting security equipment and technology:

Lighting:
· Exterior lights should provide enough illumination to read a newspaper in all areas of the parking lot.
· Interior lights should be balanced with exterior lights and provide sufficient illumination for the use of video security cameras.
· A time-delay light shutoff switch will allow employees and managers to exit the restaurant at closing with exterior lights on (a significant deterrent to robbery).
· Rear Doors with Windows or Peep Holes:
· Common rear doors with peepholes are inadequate for the security needs of
· restaurant operators.
· REAR DOORS MUST REMAIN LOCKED AT ALL TIMES (Auto-lock is preferred).
· Vendors must identify themselves at the front counter prior to making deliveries.
· Never enter or leave through the back door.
· Keep back door clear of any boxes, trash, etc.
· Back door must never be opened after dark.
· The MOD is the only individual allowed to open the back door.

Outside Storage Areas:

· Keep outside storage areas locked at all times.
· Solid Restroom Ceilings:
· Using plywood or similar paneling in restroom ceilings eliminates the opportunity for vagrants, thieves or robbers to hide until after closing or wait for pre-opening employees.
· This measure also eliminates the use of a restroom ceiling as a “stash” for drugs or weapons.

Alarmed Exit Control Locks (Panic Bar):

· Alarmed exit control locks, commonly called “alarm panic bars,” protect against unauthorized
· opening of the back door after dark, and complies with local safety codes.
· Select a device that is saw-resistant, has hardened bolts and a high decibel alarm siren that can only be deactivated by a manager’s key.

Electronic Time-Delay Safe:

· The electronic time-delay feature of these safes helps to deter robbers.
· The vast majority of robbers know that these safes are impossible to open during a robbery.
· Along with reducing the potential for robbery, such safes also assist in reducing the chances of having misplaced bank deposits.
· Multiple users can operate the safes, with personal security codes and electronic keys that can be audited for each opening.
· Locksmith expenses are virtually eliminated with safes that allow managers to change codes from the safe’s keypad. Changes can be made instantly, such as after a termination.

Security Alarm Systems:
· Security alarm systems can protect restaurants against robbery, burglary and – if desired – fire or freezer/cooler temperature change.

Drop (Bleed) Boxes:
· Drop boxes must be secured and in working order.
· Drop boxes help to deter thieves by keeping all of the larger bills out of the cash register in a secure location.
· There should be one drop box assigned for each cashier register.
Key Control Systems:
· Making sure that ALL of the keys to the restaurant are accounted for is an important
security measure.
· An inventory of ALL keys and to whom they are assigned should be kept current at all times.
· Each restaurant manager needs to be responsible for notifying their supervisor whenever a key is lost, stolen or not immediately returned from any employee who is no longer an employee.
· Managers MUST keep the restaurant keys separate from their personal keys.

Video Monitoring Systems consist of the following equipment:
· Video cameras.
· VTR recorders (Video Time-Lapse Recorder - Long Play). 
· Metal security storage box for the VTR (keys kept only by the RGM or an assigned Assistant Mgr.).
· Video monitor.
· Internal or external camera switching system.
· Camera casings (ceiling domes or wall mount enclosures).
Camera placement is critical and should never be altered by restaurant personnel.
T
Security Management

To help prevent internal theft:
· Use good interviewing and hiring practices (such as pre-employment screening to check references, prior employers, etc.).
· Do not hire an individual if you feel the person is not trustworthy.
· Never leave money or valuables visible or in unlocked areas.
· Be sure team members understand that theft, regardless of the item or value, is a very serious offense with severe consequences.
· If an employee is suspected of theft, discuss the situation with the restaurant management team and carefully collect the facts and evidence before taking any action against the team member.
· Collect evidence, document witness accounts and contact the appropriate Human Resources representative.
OPIC REFERENCES
PREVENTING FOOD SAFETY PROBLEMS
Review the Food Safety section of this manual. All employees must complete the required Food Safety training module as part of their Orientation. All Restaurant Managers and Supervisors must complete any required Food Safety Management Certification.

Accident Prevention.

PREVENTING CHEMICAL PRODUCT HAZARDS

Note: All employees must follow manufacturer chemical requirements.
AGEMENT SAFETY RESPONSIBILITIES
It is the responsibility of managers to:
· Provide a safe environment for guests and team members by maintaining the restaurant
properly. All restaurants must comply with relevant safety and health laws and policies at all times.
· Manage, train, lead, and monitor team members to assure they understand
Shawarma Royale™ safety procedures. Provide all necessary and prescribed team
member safety training in a routine and timely fashion. Properly document all required safety training.
· Assure all tasks are completed safely, using the proper tools, equipment and personal protection where designated. Maintain all safety communications (charts, warnings, posters, etc. and
review them with team members in a timely manner).
· Assure that all security and emergency procedures and guidelines are understood and followed by team members. Clearly post emergency guidelines and evacuation plan and review with team members regularly.
· Immediately correct all hazards or loss-producing conditions, reporting all conditions that cannot be corrected to the next level of management. Perform safety self-inspection audits routinely.
· In the event of a restaurant visit by a governmental representative, report all state or local agency inspections to supervisors immediately.
EMPLOYEE SAFETY RESPONSIBILITIES
It is the responsibility of all employees to:
· Report any/all unsafe conditions, practices or concerns to the restaurant management team.
· Follow prescribed safety rules, procedures and guidelines, using the required safety procedures and protective equipment in the proper manner.
· Immediately report all injuries, illnesses and accidents to a manager.
· Participate in safety training programs as required.
· If in doubt as to the safety of any task, ask a manager for assistance.
· Know and understand all emergency procedures appropriate for the restaurant and the location.
SAFETY INSPECTIONS/KITS
Restaurant managers should inspect their restaurants, checking for any conditions that could pose a threat to guests or team members. Restaurant managers should inspect the restaurants they manage for the following hazards, among others:
· Fire hazards.
· Chemical product hazards.
· Food safety issues.
· Electrical hazards.
· Physical hazards (i.e. wet floors, objects that might fall and injure, etc.).
· Equipment condition.

KEY POINTS TO REMEMBER DURING SELF-INSPECTIONS:
· Inspect all areas of the restaurant, including storage areas, walk-in coolers, etc.
· Inspect the restaurant exterior and grounds; check for anything that might pose a hazard including
the landscaping, the condition of sidewalks and parking lots, exterior signage and lighting, the
dumpster, etc.
· Inspect all equipment; make sure it is in good working condition.
· Make sure all circuit breaker boxes are closed and secured. Never block access to the boxes.
· Involve team members in the routine inspections, so that they will learn to recognize potential safety hazards. Monitor and ensure that team members use protective equipment and follow the proper procedures.


KEY POINTS TO REMEMBER ABOUT PROFESSIONAL INSPECTIONS:
· ALWAYS REQUEST IDENTIFICATION from an individual who visits your restaurant claiming to be an inspector.
· Never assume a health department official will not visit you; always be prepared by maintaining a clean, safe work place.
· If visited by a Health Inspector or Sanitarian, be courteous and cooperate with all requests. Keep the visit professional. Accompany the official during the inspection. Ask related questions and take notes. Seek advice or assistance from the Health Inspector or Sanitarian on solving issues related to any violations. These professionals are usually more than happy to help support the “common goal” of a safe food environment.

Note: During an inspection, act immediately to correct any problems observed either by
you or the Health Inspector.
Note: Each restaurant is required to have a first aid kit. The kit should be wallmounted and readily available to all team members (e.g., not in the office or other place that can be locked and, thus, not available at times). 

At a minimum the kit should include:

· Small and large adhesive bandages in any colors except beige, flesh tone or clear
· Liquid medical soap
· Two 40-inch triangular bandages
· Cotton applicators
· Antiseptic
· Burn cream/spray
· Ammonia inhalants
· Two-inch gauze roller bandage
· Stretch roller gauze
· Gauze compresses (2”x2”, 3”x3”, and 4”x4”)
· Large gauze compresses for pressure dressing (5”x9”)
· One-inch adhesive roll tape
· Chemical cold packs
· Tongue Depressors
· Eye Wash
INJURY PROCEDURES


ACCIDENT/INJURY PROCEDURES
Restaurant managers have certain responsibilities when accidents occur and various legal liabilities and insurance issues are involved. While it is not necessary for managers to know all legal and insurance issues involved, restaurant managers must follow certain basic procedures when rendering aid and reporting accident.
Any type of accident is considered an emergency and requires immediate attention. In the event of an accident, the following procedures should be used:

· Ensure the injured person receives prompt first aid. If trained, provide first aid immediately. If the first person on the scene is not trained in first aid, then they should call for a manager or employee who is trained in first aid. The providing of first aid is as a Good Samaritan and not a job function.

· Immediately determine the severity of the injury and call for medical help if needed.

IMPORTANT: Never make assumptions about the extent of an injury. If you have any doubts
whatsoever, call 911 for emergency medical assistance. Only qualified medical professionals can make correct determinations.
· Remain calm and keep the accident victim calm.
· Never attempt to move an accident victim if there is a chance that the victim has suffered any internal injuries or broken bones.
· Turn off the power to the equipment, if any, that caused the accident.
· Assess the cause of the accident. Rectify any situation to avoid a recurrence of injury.

AFTER THE INJURY HAPPENS
· Ensure the injured team member receives prompt first aid or, as needed, medical treatment.
· Control the situation to avoid undue team member and guest excitement.
· If the injury is serious or life-threatening, immediately call for emergency medical assistance.
· For minor cuts or burns, or other injuries for which team member may apply their own first aid (such as bandages), be sure the wound is cleaned and treated with a first aid antiseptic ointment.
· Remember that even minor injuries may cause a person to faint. Therefore, have the injured person lie down immediately. Assess the injured person’s condition before sending them back to work.
· As appropriate to the situation, resume normal restaurant operations.
· Report the accident to your supervisor promptly.
· Complete any required accident report.

IN THE EVENT OF A GUEST INJURY DO IMMEDIATELY AFTER:
· Ensure the injured guest receives prompt first aid and medical attention as needed.
· Carefully inspect the scene of the accident (especially the condition of the floor in the case of a slip and fall injury) and note whether any yellow caution signs were placed in the area.
· Note if the guest’s clothes are wet, or if a streak mark exists on the floor to indicate an actual fall occurred.

· Report the accident to your supervisor promptly.
· Complete any, and all, required accident reports.

ALL ACCIDENTS SHOULD BE REPORTED TO YOUR SUPERVISOR
(Franchise restaurants – follow your own reporting guidelines)
TYPE OF CLAIM DESCRIPTION
Under no circumstances should the restaurant manager accept responsibility for the accident or discuss potential liability for the accident or insurance-related issues.
Other than as described above, the manager should not discuss the accident with other
employees or guests.






OVERVIEW

Every type of job and work environment comes with its own hazards. Restaurants are no exception. The key to minimizing the risk of accidents in the workplace is training and awareness.ACCIDENT PREVENTION


As we all have heard, most accidents can be avoided. All it requires is for employees to know what precautions to take. That means teaching employees what risks are involved in a task and how to minimize those risks. It also means safety awareness; stressing that safety is an ongoing priority throughout the restaurant. In the event of an accident, follow the claims reporting procedures.
TYPES OF COMMON TYPES OF ACCIDENTS


ACCIDENTS
Following are the most common types of accidents/injuries in restaurants:

	TYPES
	COMMON CAUSES

	SLIPS/FALLS
	Wet and greasy floors (usually tile or concrete)


	CUTS
	Use of sharp utensils or equipment with blades; from can lids


	BURNS
	Oil, ovens, hot pots and pans, heating lamps, hot product, etc.


	BACK INJURY
	Storage of supplies, or lifting of supplies such as flour, Oil, chicken
cases, etc.


	CHOKING
	Usually affecting guests, sometimes involving particles in food products or
too large of a piece of food that is stuck in the back of the victim’s throat.



HOW TO AVOID ACCIDENTSAVOIDING RESTAURANT ACCIDENTS



The following tips are important for minimizing the risk of accidents:
· Train team members in the hazards associated with their job tasks, the equipment and utensils they use, and the products, chemicals, and other substances used. Document and retain all training records.
· Stress that safety is a daily part of every team members’ job. Enforce all safety rules, such as wearing proper uniform, slip-resistant shoes, protective eyewear, gloves, etc.
· Always inspect equipment and work stations for potential hazards; correct problems immediately. If corrections cannot be made, take the potentially hazardous equipment out of use immediately and report the condition to your supervisor. Turn off equipment before inspecting it.
· Keep a fully stocked first aid kit in the restaurant that is accessible to everyone. Having at least one person trained in first aid on every shift is a proactive step. Keep emergency/medical numbers posted near telephones.
· Employees should not wear clothing or jewelry that poses a safety risk. Rings can become entangled in equipment and long necklaces can be caught on edges and utensils.
· Certain personal hygiene and grooming standards must be maintained for both sanitary and safety reasons; long hair can become entangled in equipment and excessively long fingernails can present a risk in operating equipment. Hair must be secured and off the shoulders/neck, covered with a hat, visor or hairnet. The personal hygiene and grooming standards of restaurant employees are governed by local laws and must be enforced by Shawarma Royale™ managers.


AVOIDING SLIPS AND FALLS

REDUCING THE RISK OF SLIPS AND FALLS
Slips and falls are one of the most common types of accidents in restaurants. Many slips and
falls can be avoided by following the basic steps listed below.

· Use only approved floor cleaning chemicals and follow the manufacturer’s instructions for use.
· Clean up spills as soon as practicable. Do not use cardboard or other material on floors to soak up grease or spills. Control grease build-up through routine, ongoing cleaning of specific floor areas.
· Place yellow caution signs wherever the floor remains wet and/or while the floor is drying. Use the signs before mopping, during mopping and until the floor is dry.
· Mop spills and wet spots on floors in high or low traffic areas as soon as practicable. Use caution signs to warn guests and employees of the spills or wet spots. When possible, station employees to warn guests.
· Use proper floor cleaning procedures. Have separate mops for front of the house and back of the house.
· All employees should be alert to possible dangers, such as slippery floor areas (around sinks, in walk-ins, at fryers, etc.) and take action to correct any problem.
· Report to your supervisor any broken/cracked floor tiles, cracked concrete, cracks and potholes in sidewalks and the parking lot, etc. Arrange for the repair of any problems that pose dangers to guests or employees.
· Keep moisture buildup to a minimum in coolers or freezers through good maintenance and housekeeping procedures. Keep employees aware of any moisture buildup.
· TEAM MEMBERS MUST WEAR SLIP RESISTANT SHOES: 
Shoes with good support and slip resistant soles are required for all restaurant employees of Shawarma Royale™.
· Place floor mats around entrances/exits and other high-traffic areas to prevent slips and falls. Also, be sure to post yellow caution signs during times when floors will be wet and slippery. Floor mats are especially important during adverse weather (snow, rain).
· You may choose to use raised, perforated slip-resistant mats on floors in work areas. Be sure the mats are clean and maintained.
· Move about the restaurant in a safe manner at all times.
· Walk in open aisles; don’t step over boxes or crates.
· Keep all doorways free of trash or materials. Maintain ease of access and exit at all times.
· Remove tripping hazards, such as electrical cords, out of walking areas.
· Maintain neat, well-ordered, safe storage areas. Use proper stepladders for stored objects on higher shelves. Keep heavier items stored at lower levels.
· If you receive safety posters, the most current one should be posted.
· The posters cover different topics and should be reviewed with every member of your team.
AVOIDING SLIPS AND FALLS

D
UCING THE RISK OF BACK INJURIES
· Stretch lightly before lifting and/or carrying.
· Review the lifting and/or carrying work to be done.
· Inspect the route over which you will carry the object. Have a clear view of the route to avoid running into or tripping over items in your path.
· Know where to put the object down before you lift it.
· Before lifting, inspect boxes, containers, etc. for staples, nails and other objects that might cause injury.
· Know the weight of the item being lifted and/or carried. Never attempt to lift and/or carry more than you can. Get help when needed.
· Lift and/or carry correctly. Set your feet shoulder width apart and close to the object. Lift with your legs and arms, not your back. Bend your knees, not your back. Keep your back and neck straight. Move your feet to change direction. Avoid twisting movements in the back or hips.
· Carry items in close proximity to your body to reduce stress on the back. Be careful when setting boxes or containers down. Keep your back and neck straight and lower objects to the ground with your body.
· As a rule, never place or store heavy objects on high shelves. Place lighter items on top shelves; place heavier items on waist level or middle level shelving. If heavy or hard to handle items must go on high shelves, get help lifting, carrying and moving them. Limit the number of cases of chicken per stack to 7 high.
· Use a cart or dolly when moving heavy objects. Balance the load and keep it low to see ahead.
· Use your leg muscles to move the dolly and push slowly.
· Make sure all stored items have a firm base for support.
· Use caution when using a ladder. Never use a chair or product container in place of a ladder. Do not “climb” up the shelves to reach something high.


AVOIDING THE RISK OF BURN

REDUCING THE RISK OF BURNS
· Handle Oil carefully. Do not overfill fryers.
· Gently place chicken pieces into the fryer away from you to avoid hot Oil splatters and burns.
· Use a chicken basket or fry basket to remove all food items from the fryer. Use a fine mesh skimmer to remove food particles from Oil.
· When removing fry baskets from the fryer, gently shake the basket over the fryer to remove excess Oil and wait the required 10 seconds for the Oil to drain.
· Alert your teammates when you are moving hot product to its holding station. When removing hot items from ovens or warmers, use insulated gloves and do not touch hot racks, pans or equipment. Assume every pot and pan is hot when handling.
· Never assume an oven, warmer, fryer, etc. is “cool”. Check first before touching with a bare hand.
· Be careful when heating products using hot/hold units and warmers. Avoid burns caused by steam and pouring hot liquids by opening lids or pouring products or water away from you into pans. Always use proper procedures and protective mitts or pads.
· Keep hands and arms away from heat lamps or from under heating elements.
· Use deep fryers in accordance with manufacturers and cooking guidelines.
· Filter and dispose of Oil properly; use approved safety equipment and procedures.
· Check the filter hose for cracks, holes or blockage before filtering. Be sure equipment is in proper working order.
· Always use the required goggles, neoprene gloves/apron and protective equipment when performing filtering and fryer cleaning.
R
REDUCING RISK OF CUTS

EDUCING THE RISK OF CUTS
· Knives and box cutters are not a part of the Shawarma Royale™ smallwares equipment
· package. They should not be in the restaurant.
· Only use approved safety bag/box openers to open cases and cardboard boxes (clean and sanitize before each use). Always cut away from the body when using openers.
· When using a sharp object, keep focused on the task and never look away or become distracted.
· Keep utensils stored properly for safety and sanitation reasons.
· Never try to catch a falling utensil. Allow it to fall to the floor then pick it up, wash and sanitize it before re-use.
· Use caution when opening a can and removing the lid. Metal edges are sharp.
· Handle trash with caution; broken glass or sharp metal can cut hands or feet when attempting to compress trash bags.
· Only trained employees are to operate equipment noted for use by employees at least 18 years of age, and then according to proper safety procedures.
REDUCIN
G THE RISK OF ELECTRICAL SHOCK
 
REDUCING RISK OF CUTS


In many countries, WORKER must be at least 18 years old to operate kitchen production
equipment (oven, fryer). (Be sure to follow local labor laws.)
· Do not operate any piece of electrical equipment if you have not been trained.
· Circuit breaker boxes are to remain closed at all times. All circuits must be clearly labeled.
· Do not use extension cords in the restaurant for electrical equipment.
· Keep area around electrical equipment dry. Never place electrical equipment or electrical cords on wet surfaces.
· Never stand in water when working with electrical equipment.
· Inspect all electrical equipment before use. Check for damage, loose wires, broken components, missing outlet covers, etc. Do not use electrical equipment that is not in good working condition.
· Assure that all electrical equipment is grounded (has a three-prong plug and is plugged
· into a grounded wall outlet). Never use a “cheater” which converts a three-prong plug to a two-prong plug.
· Be sure the power switch on all electrical equipment is in the “off” position before plugging the
· equipment into a wall outlet.
· Never attempt to repair electrical equipment while the equipment is plugged into a power source.
· Take electrical equipment out of service and arrange for repair.
· Only authorized electricians are permitted to perform repair work on electrical equipment, the building’s electrical system and HVAC.
REDUCING THE RISK OF CHOKING
REDUCING RISK OF CUTS


· Train team members to ensure that food packaging material, such as plastic wrap and twist ties, are disposed of properly and never get into finished food products.
· The front counter employees should always be alert for choking guests. When hearing a “choking” sound, they should react immediately.
· Call local emergency hotline if the victim needs medical assistance.

Seek Help from relevant authorities locally for the First Aid and CPR Courses


FIRE PREVENTION


Shawarma Royale™ restaurants should be maintained and operated pursuant to standards that reduce the risk of fires and property damage.

In order to do so managers and employees:
· Should be constantly aware of facility conditions.
· Should conduct on-going inspections, looking for potential problems and correcting them.
· Should be trained and aware of how to prevent fire or property damage and what to do in case of fire or property damage.
 This training should include information about the following topics:
·  Cause of fires and property losses.
·  Fire prevention.
·  Emergency procedures.
·  Business recovery.
CA

CAUSES OF FIRE


U
Fire hazards include Gas Fryers, Water Heaters. Fires can also be a result of Equipment Malfunction, Equipment not cleaned properly, no routine cleaning, Grease buildup on Hood Filters etc.


CHEMICAL SAFETY


Chemical products that pose a fire hazard should always be stored in a safe, secured area and kept properly sealed. Flammable liquids, which may be in the form of cleaning supplies, pose a similar danger. No flammable materials, including paper products, are to be stored around gas flames, electrical circuits or any equipment that might cause ignition. All chemical products should be used only in accordance with the Materials Safety Data Sheet provided by the supplier.
Various cleaning supplies may be combustible or flammable. Such supplies should be used
only in accordance with the Materials Safety Data Sheet provided by the supplier.
Fire Prevention and Property Protection.

Shawarma Royale™ restaurants are no smoking facilities. 

Trash/Dumpster: 
Dispose of containers, such as pressurized cans, properly. 
Garbage and trash should be removed to the dumpster frequently and the dumpster should be kept closed and clean.
FIRE PREVENTION GUIDELINES
FIRE PREVENTION


· Make frequent inspections of the restaurant and check equipment, electrical wiring and circuit boxes. Look for any signs of damage, wear or improper maintenance and build-up of dirt and debris. Immediately have these items corrected or arrange for correction.
· Train team members on fire prevention explaining all potential fire hazards at the restaurant.
· Ensure that all team members know where fire extinguishers are located and how to use them.
· Ensure that all team members know where circuit breakers are located, and must be marked as to what equipment they operate, and that all team members know how to turn breakers "OFF" in an emergency.
· Inspect the building interior and exterior and report any problems and correct them immediately.
· Periodically inspect gas connections, valves, burner units, etc. on equipment where gas leaks may develop. Inspect grease traps. Ensure all equipment is clean and free of trash, grime or debris build-up.
· Check all electrical outlets in the restaurant. Ensure that all electrical outlets are covered with an outlet cover that is in good condition. Replace all covers that are cracked or missing immediately.
· Check all visible, electrical junction boxes to ensure there is a cover in place over
connected wiring.
· Check all filters and hoods for grease build-up and debris. Clean filters and hoods frequently as per manufacturer’s manual and Shawarma Royale™ cleaning and maintenance requirements.
· Keep circuit boxes closed. Have all breakers marked clearly as to what equipment they operate.
· Check HVAC filters periodically and have them changed or cleaned out routinely.
· Check the charge, condition and proper maintenance of all installed fire suppression equipment.
· Ensure that all extinguishers are in place, in good condition and available for use. 
· Ensure that the fire suppression system is inspected regularly by an approved company. (e.g Safety First)
· Local Fire Departments in many municipalities also conduct annual inspections of fire
suppression equipment.
· Do not store any flammable materials such as boxes, napkins or oil near the hot water heaters.
· Ensure that all emergency exits are not locked from inside and that all exit signs are functioning properly to guide personnel out of the restaurant.
· Inspect all cooking equipment for grease build-up and debris. Keep all cooking equipment properly cleaned and inspected routinely.
· Never turn on a fryer that does not have OIL filled up.
· Electrical extension cords are NOT to be used except for temporary situations. Be sure all electrical cords are heavy-duty and grounded (3 wires with ground plug).
· Ensure that team members use proper safety equipment, such as neoprene aprons, neoprene gloves, goggles, etc. as required by the tasks they are performing.
· Keep standing water away from electrical wires and equipment. Correct any on-going conditions immediately. Install ground fault interruption devices for any electrical equipment that is used near or around wet conditions.
· Inspect all chemical product storage areas; ensure that all hazardous materials are stored properly at a safe distance from water heaters. Chemical product containers should be properly sealed to avoid the risk of leaking or mixing. 
· All chemical products in the restaurant must have a Materials Safety Data Sheet available.
· Inspect equipment for needed repairs, cleaning and maintenance. Remove equipment from use if damaged and report any deficiencies.
· Keep trash in properly lined containers. Inspect trash for signs of smoke before tying bags or moving bags to the dumpster. Remove garbage often during daylight hours. All proper back door security procedures are to be followed by the manager on duty and employees when removing trash.
· Never store gas or other flammable chemicals in the restaurant or in outside storage areas.
FIRE EMERGENCY PROCEDURESFIRE EMERGENCY PROCEDURES



The entire restaurant team should be trained in what to do should a fire emergency occur. An action plan for all team members will ensure their safety and the safety of all guests. The following guidelines represent the primary steps to take in the event of a fire emergency; these steps should be reviewed quarterly with all team members.
· Immediately call the local Fire Department . Report the fire and provide all information requested.
· Evacuate all guests and employees to a pre-designated safe area away from the restaurant (ensure all team members know where this area is). Make sure everyone is out of the restaurant; do not allow anyone inside the restaurant during the fire emergency (except the fire marshal, firefighting teams and other officials).
· Activate any fire suppression equipment and/or use fire extinguishers, if the situation allows, without placing any guests or employees at risk.
 
Under no circumstances are any guests or employees to be placed at risk.
· If possible, shut down the electrical circuits to equipment. Do not shut off the main circuits or Fire Prevention and Property Protection and those that are used for lighting.
· If possible, remove any combustible material near the fire to prevent the fire from spreading.
· Ensure that proper medical attention is received by anyone injured by the incident.

REOPENING THE BUSINESS


· Only Enter the restaurant until fire officials have given their approval.
· Notify your owner or supervisor of the situation. Coordinate with your owner/supervisor on immediate next steps to be taken.
· Take steps to prevent further loss from happening at the restaurant, including boarding up windows, removing remaining foods to other restaurants, collecting and moving smallwares and moveable equipment into a lockable area (such as the walk-in if undamaged), etc.
Temporary Restaurant Closure and Reopening Guidelines




Shawarma Royale™ restaurants will be operated in a manner that maintains a safe and clean
environment for our employees, guests and the general public. However, there may be times that due to circumstances such as building reimaging, natural disasters, pandemics or foodborne illness outbreaks, it is necessary to temporarily close the restaurant in order to make the needed repairs and/or detailed cleaning required in order to restore the expected cleaning and safety requirements.
This document details procedures to ensure the temporary closing and reopening of the restaurant is handled in a safe and secure manner while limiting any damage to equipment, unnecessary utilities expenses, and loss of inventory. These guidelines should be followed if the restaurant is going to be closed for an extended period of time (longer than 48 hours) or it will be closed for an indefinite amount of time. It is necessary for all operators to follow mandates provided by local government agencies, which may include additional requirements for closing and reopening.

REOPENING THE BUSINESS

CLOSURE GUIDELINES
When preparing to close the restaurant, the following items should be focused on with regards
to Safety/Security, Product/Inventory, and Facilities/Equipment. Check all areas which apply
to the restaurant.

Safety/Security
· Cash and Safe Funds:
· Deposit ALL safe funds including change in the bank before closing. (If the restaurant has a Smart Safe, schedule a pick up for removal of cash.)
· Leave safe door and register (tills) drawers open.
· Secure 3rd party delivery vendor tablets.
· Check security cameras, and ensure vulnerable areas are visible (i.e. back door,front door, front counter).
· Securely lock outside storage and freezer equipment.
· Secure roof openings and ladders.
· Set building alarm system upon departure.

Product/Inventory
· DISCARD ANY PREPARED OR COOKED PRODUCTS
· Notify Food Distribution Center of restaurant’s temporary closure to stop deliveries.
In-Restaurant Product Storage:
· Secure dry goods and ensure they are properly stored to avoid pest infestation.
· Store any frozen food items left in the upright or lowboy freezer in the walk-in freezer.
· Conduct a thorough inventory of items remaining in the restaurant.

Inventory Transfers:
· Transfer any items which are open or nearing expiration date (drink syrup, frozen foods,
condiments, open paper products).
· Document any inventory which has been transferred.

Facilities/Equipment
Cooking/Prep Equipment:
· Turn off, empty and detail clean lowboy freezers and refrigerators (including biscuit
refrigerator).
· Detail clean holding cabinets, and food warmers/cookers.
· Discard flour from batter cart, dissemble, clean and sanitize all parts.
· Empty fryer vats, discard Oil, clean and cover vats.
· Clean and store fryer filtering equipment.
· Clean vent hoods.
· Empty and detail clean ice machine.
· Clean, sanitize, and properly store all smallwares, pans, and utensils.
Storage Equipment:
· Detail clean walk-in cooler and freezer.
· If closure will exceed 30 days, empty and turn off walk-in cooler and freezer.
· Beverage Equipment:
· Detail clean tea brewer.
· Detail clean soda dispenser ice bin, nozzles, and diffusers.
· Power off drink station.
Dining Room:
· Clean and sanitize tables, chairs, and high chairs.
· Empty and clean trash receptacles. (Clean interior and exterior.)
· Sweep and mop floors.
· Detail clean restrooms. (Turn off water supply to sink and toilet/urinal.)
· Set restaurant AC at recommended temperature between 75°F and 78°F.
Additional Notes
· ALL mops, mop buckets, dustpans, and brooms must be cleaned and properly stored. (No standing water should be remaining on floors throughout the restaurant.)
· Turn off electrical breakers connected to equipment not in use.
· Seal and securely store chemicals.
· Contact trash removal vendor for trash pickup and dumpster removal.
· Turn off water main to prevent any possible floods or leaks.
· Continue with restaurant’s pest control scheduled visits to minimize risk of infestation while the restaurant is closed.
· Continue scheduled landscaping service to keep the restaurant exterior in good condition.

POST TEMPORARY CLOSURE SIGNAGE AT ENTRANCE DOORS.
OPENING GUIDELINES
REOPENING GUIDELINES


Prior to Reopening, it is important to follow up on any required regulatory inspections and permits required to open, and ensure all are up to date. When preparing to reopen the restaurant, the following activities should be followed according to the outlined schedule.
Two Weeks Prior to Opening
· Reactivate Vendor Accounts
· Food Distribution Supplier- place an order of any required inventory items needed to operate based on the sales volume
· Oil removal
· CO2
· Miscellaneous vendors
· Trash removal- request delivery of dumpster (if removed before closing)
· Verify all required smallwares are available. (Order any missing items.)
· Test chemical dispenser equipment. (Contact Procter and Gamble or Ecolab for service if needed.)
One Week Prior to Opening
· Contact 3rd Party Delivery vendors to reactivate tablets.
· Contact team members/managers and notify them of the schedule. If needed hire additional team members to ensure appropriate staffing is available.
· Turn on walk-in freezer and refrigerator (if turned off) to ensure proper functioning.
· If applicable, verify digital menu boards are working properly with the correct information.
· Turn on water main (if previously turned off).
· Schedule landscaping service if needed.
2 Days Prior to Opening
· Provide change fund for safe and register drawers.
· Conduct orientation and training for any new hire team members.
· Turn on equipment breakers (in intervals) which were turned off prior to closure.
· cooler and freezer..
· Conduct an exterior walk through to identify any needed cleaning and/or maintenance.
Cooking/Prep Equipment:
· Clean, and sanitize all smallwares, pans, and utensils.
· Wipe down all countertops and equipment.
· Set up and/or power on all equipment in intervals and ensure proper functionality (ex. Oven, holding cabinet, freezers, cookers, warmers, etc.)
· Reassemble filter elements of hood.
· Conduct Boil-Out of fryer vats, refill with Oil.
· Beverage Cooler
Menu:
· Confirm POS are functional with the correct downloads.
One Day Prior to Opening
· Prep:
· Pull and thaw chub sides.
· Lobby/Restrooms:
· Check restrooms (turn on water to sink and toilet/urinal if off) and ensure supplies are adequately stocked.
· Ensure trash can liners are in place.
· Stock any self-service areas (if applicable).
Opening Day
· Remove any temporary closure signage.
· Post NOW OPEN message on reader board along with current promotional offer.
IMPORTANT REMINDERS
Follow normal opening and closing procedures on a daily basis going forward.





























FOOD SAFETY


FOOD SAFETY OVERVIEW



Shawarma Royale™ is committed to providing safe food to our guests and employees.
Everyone in the restaurant who deals with food preparation and service must be concerned about Food Safety, because it is the right thing to do. Everyone must take all necessary precautions to ensure safe food handling practices. This document details critical steps for serving safe food in our restaurants. This document is not intended to be a substitute any required Food Safety Management Certifications.
FOOD SAFETY
Note: It is the responsibility of each Shawarma Royale™ operator to know national and
local health and consumer regulations, including – but not limited to – those regulations
regarding appropriate preparation, handling and storage of all food products.

FOODBORNE ILLNESS
· Problems with Food Safety can cause a foodborne illness. A foodborne illness is a disease that is caused by contamination from a food handler, cross-contamination or as a result of time and temperature abuse. The key to serving safe food is to always use the appropriate time and temperatures throughout the food preparation cycle and other employee safe food handling procedures. 
The following are the most commonly reported causes of foodborne illness:
· Poor personal hygiene.
· Time and temperature abuse.
· Cross contamination.

The outbreak of a foodborne illness may be very expensive to the restaurant, could hurt our
guests, and may cause legal liability, damage to the restaurant’s reputation, and loss of revenue.
Follow all food safety guidelines and work closely with your local health inspectors so they can
help you provide a safe food experience for your guests.

ALL RESTAURANT MANAGERS AND SUPERVISORS MUST COMPLETE A FOOD SAFETY MANAGEMENT CERTIFICATION IF REQUIRED.
POOR PERSONAL HYGIENE
Note: THE MOST IMPORTANT FACTOR TO PREVENT FOODBORNE ILLNESS AND
TRANSMISSION OF INFECTIOUS DISEASES IS FOLLOWING PROPER HANDWASHING
PROCEDURES!

WASH HANDS A MINIMUM OF EVERY 30 MINUTES.
Follow the below steps when washing your hands:
Check to ensure the Hand Sink is properly stocked and set up. This includes: hot and cold
running water (hot water ≥100°F, optional for non –seasonal countries ), anti – bacterial
hand soap, single-use disposable towels or air dryer, disposable gloves dedicated trash can, handwashing sign.
Note: Sanitizer IS NOT a substitute for proper handwashing. It may only be used AFTER completing the proper handwashing routine. An air dryer should only be used if water faucets have motion/foot pedal controls, or paper towel is also available.
1. Turn on water and regulate water to as hot as tolerable (100°F min optional for non seasonal countries).
2. Advance paper towel for sanitary access.
3. Wet hands and exposed portion of arms.
4. Apply soap and scrub hands and exposed portion of arms for 20 seconds.
5. Rinse hands and arms thoroughly.
6. Dry hands and arms thoroughly with prepared paper towel.
7. Use paper towel to turn off faucet and discard in dedicated trash container.
8. Apply new gloves when preparing foods.

In addition to washing your hands, the below personal hygiene practices should always
be maintained:

· Bathe and wash hair daily.
· Keep fingernails trimmed and clean. Do not wear polish, false nails or acrylic nails.
· Wear clean uniform daily.
· Do not wear jewelry, watches, or bracelets (only plain band ring may be worn).
· Wear approved hair restraints.
· Bandage open wounds correctly.
· Men must be clean-shaven unless approved as an accomodation for medical or religious beliefs. A well-trimmed mustache is allowed (no goatees).

Never work when sick! Report foodborne illesses to MOD. The below practices should be followed when handling employee illnesses:

· Exclude team members from working which have symptoms of fever, cough, vomiting, diarrhea, and jaundice. Do not allow these employees to return to work until they are symptom free for 24 hours or have a written release from a medical practitioner.
· Exclude team members from working that have been diagnosed with COVID-19, Salmonella Typhi, Shigella spp., E. coli, Hepatitis A and Norovirus. In addition to excluding these employees, the MOD should also notify the local health department or regulatory authority of the diagnosis. Do not allow these team members to return to work until they have a written release from a medical practitioner.

FOOD SAFETY HAZARDS


FOOD SAFETY HAZARDS
There are 3 major categories of food safety hazards:

1. Biological (harmful bacteria, viruses, fungi or parasites)
· The most common biological hazards in our restaurants include illnesses from Salmonellosis infection, Hepatitis A virus, Norovirus and Staphylococcal intoxication. Pests may also carry harmful bacteria.
· Salmonellosis: bacterial illness associated with poultry. Cooking chicken to the required minimum internal temperature (165°F) and preventing cross contamination of raw poultry with other items can help to prevent this illness. Also keeping all parts of tea urns cleaned and Sanitized can help prevent this illness.
· COVID-19 (Coronavirus Disease 2019): viral illness associated with animals and humans which can cause upper respiratory symptoms such as cough or runny nose. COVID-19 is most often spread through the air by coughing or sneezing, through close personal contact (including touching and shaking hands) or through touching your nose, mouth or eyes before washing your hands. Illness can be prevented by:
· Washing hands frequently with soap and water for at least 20 seconds at a time.
· Avoiding touching your eyes, nose, and mouth with unwashed hands.
· Avoiding close contact with people who are ill.
· Covering your mouth and nose with a tissue when you cough or sneeze.
· Do not reuse tissue after coughing, sneezing or blowing your nose.
· Clean and disinfect surfaces that are frequently touched.

Hepatitis A and Norovirus: 
· Viral illness associated with ready-to-eat foods. This illness can
be spread by a food handler contaminated with the virus. Proper and frequent handwashing
can help prevent this illness.
Staphylococcal Aureus: 
· Bacterial illness associated with ready-to-eat foods. This bacterium can be found in the skin, nose, cuts/sores and throat of infected humans. Proper and frequent handwashing can help prevent this illness.

Pests (Cockroaches, Flies, Rodents):
· Most pests carry disease-causing bacteria. Insects and rodents can cause considerable spoilage, waste and loss of revenue. Keep dumpster lids and doors closed, drains covered, any holes or cracks sealed and the restaurant clean to prevent pest  infestations. A licensed PCO (Pest Control Operator) can assist with preventing and controlling pest infestations.

Note: There are additional foodborne illnesses caused by viruses, bacteria, parasites and fungi.



2. Chemical (pesticides, detergents and cleaners, toxic metals)
· Use only company-authorized cleaning supplies.
· Store all chemicals away from food, packaging, utensils and equipment used for
· handling foods.
· Only use equipment and smallwares that are approved for use in a commercial restaurant.
· Never store chemicals directly above the 3-compartment sink.
· Keep all products labeled and follow guidelines for use on MSDS sheets.
· Never mix cleaning supplies. The chemical reaction can cause injury.
· Only a licensed Pest Control Operator may apply pesticides in the restaurant.

3. Physical (hair, glass, metal shavings, staples, dirt, jewelry, fingernails, natural objects)
· Wear hair restraints.
· Keep all light fixtures shielded or coated in plastic. NEVER USE GLASS THERMOMETERS.
· Watch for shavings of metal and staples when opening cans or boxes.
· Only use color-coded bandages (they can be easily seen if they fall in food).
· Keep nails short and clean. NEVER WEAR POLISH OR FALSE NAILS.
· Wipe off lids of cans and jars before opening to remove dirt.
· Do not wear jewelry (only plain band ring can be worn).
· Do not use tacks or push pins for hanging items on the walls or display boards. These could fall in food.

Shawarma Royale™ has identified 12 Criticals that if properly controlled will ensure of the food
safety of our products being served. This list has been identified as the Food Safety Top 12 Criticals.
FOOD SAFETY TOP 12 CRITICALS
“Critical” is defined as a direct risk to food safety.
“Important” denotes a procedure to promote a safe food culture.
Critical Important
1. Hand Washing
·  Hands should be washed:
· Upon entering the kitchen or food preparation area
· Before and after handling raw foods
· Before handling cooked or ready to eat foods
· After using restroom
· Before applying gloves
· After touching any cooks tools
· Before starting any task that requires handling food
· and utensils
· After handling trash
· After handling money
· After smoking or eating
· After sneezing, coughing or touching cuts or sores
· After touching your hair, face or clothing
· After handling cleaning products, chemicals or equipment
· Hands washed at least once every 30 minutes
· Proper hand washing procedures followed every time hands are washed
· Dispense paper towel
· Apply antibacterial soap and lather for at least 20 seconds
· Rinse hands and dry
·  Approved antibacterial hand soap and dispensers are
· stocked and functioning
·  Paper towel dispenser stocked and paper towels easily
· dispensed. Paper towels must be inside dispenser.
·  A minimum of two glove racks (to promote wearing proper
· size) installed at each hand sink
·  Gloves stored only at hand sink stations. Hands are washed
· and rinsed prior to each glove change.
·  Gloves must be worn when:
· Handling raw chicken
· Prepping foods
· Making sandwiches
· Preparing foods in accordance to product procedures and standards.
·  Hand sink must be dedicated, clean, sanitary and free of obstruction


. Health Violations
· All health inspections critical violations must be corrected
· immediately or by the date specified on the health inspection citation (s)
· Non critical violations should be corrected by the date specified
· If no specific date is provided, correction must be made within 10 days
3. The most current inspection report must be kept on file or posted (if required by local regulations) in the restaurant for Guests, Shawarma Royale’s field team, or other authorized personnel to review 
4. Food establishment permits may be revoked by local health departments due to serious or repeat violations of health codes Managers have a system for storing Health Department inspections so it is readily available 

Time and Temperature Control 

Time
· Foods held at room temperature marked with proper time(s) and discarded when expired.
· Smallwares used at room temperature need to be Washed/Rinsed/Sanitized every 4 hours
· Raw chicken drain box
· Chicken transfer pans
· All tongs
· Holding pans
· Fry scoop
Temperature:
 Ensure food product temperature is not in the danger zone between 41°F -
144°F and is verified by using only an approved, digital, functional thermometer
available.
· Restaurants must have a minimum of 2 working calibrated digital thermometers

Thermometer Calibration:
Sanitize probe prior to taking each product temperature. We recommend all refrigerators and freezers have a functioning thermometer located inside the unit To calibrate a thermometer: fill a cup full of ice, then fill with tap water and stir. Submerge probe into the ice water. The  thermometer should read 32°F ± 2°F. If not, reference

· All freezers maintain temperature of 0°F ±10°F
·  All refrigerators maintain temperature of 36°F ± 2 °F
·  Hold and serve hot foods at a minimum internal temperature of 145° F
·  Hold and serve cold foods at a maximum internal temperature of 40° F
·  Cook and Hold Gravy Pot – 165°F
·  Soup POT – 165°F

Cold Food Receiving Guidelines
· Cold products must be received at 36°F-38°F
· Frozen products must be received at 0°F ±10°F	

Hot Water:
·  For hand washing: minimum 100°F optional for non – seasonal countries
·  For non-hand-washing: minimum 110°F
·  Recommended maximum temperatures: o 130°F on individual hot water faucet
·  Sinks must be functional, with hot and cold water available. If a sink is not functional it must be labeled, “Do Not Use” and should be repaired immediately
·  Hot water temperature is checked by placing a probe thermometer into the stream of hot water for at least 10 seconds to get an accurate measurement
·  Set hot water heater dial for maximum 130°F or local health code limit
·  Restaurant must be closed if hot water is not working and only reopened once hot water has been restored Check hot water temperature daily to ensure it meets the minimum and Maximum standards per local code. If local health code differs from Federal, follow the stricter code.

Sanitizing:
· Prepare Sanitizer according to approved Cleaning Program Procedures. All Quaternary Sanitizer solutions must be 150 ppm for all sanitizing buckets and sinks
· Sanitizer water should be 75°F.
·  Must use approved, properly labeled containers and spray bottles for sanitizing solution 
·  The 3-compartment sink must be properly labeled Wash/Rinse/Sanitize with labels indicating the proper fill line on each sink.
·  Approved Sanitizer test strips must be readily available and Manager on Duty must be able to demonstrate proper use.
·  All designated stations must have accessible Sanitizer solutions at proper ppm with correct wipe cloths immersed in solution
· A minimum of 3 Sanitizer buckets should be available: one for the Lobby and one for the Kitchen and one for Prep area.
· Wipe clothes must be stored in Sanitizer solution when not in use.
· Do NOT store Sanitizer container within 12” of any food item. Unexpired, correct type of test strips must be accessible to Team Members.
· Do not store Sanitizer container in direct contact with the floor.
· Sanitizer should be replaced every 4 hours or when solution drops below 150 ppm


Approved Products
· Only approved vinyl disposable gloves used for food preparation
·  Only approved food and packaging available from our broadline distributor can be used
·  Only approved cleaning chemicals and Sanitizers present in the restaurant
·  Only approved wipe clothes can be present in the restaurant
·  Only Shawarma Royale™ approved cleaning tools and safety equipment can be used in the restaurant

Cross Contamination
· There must not be any apparent Cross contamination at any food preparation workstation or in storage areas

Cross contamination can be caused by:
· Adding raw, contaminated ingredients to foods that receive no further cooking
· Using food contact surfaces, equipment or utensils that have been cleaned and Sanitized before touching cooked or ready-to-eat foods (e.g. using the same tongs to handle frozen foods and cooked foods) Allowing raw food to touch or drip fluids onto cooked or ready-to-eat foods (e.g. storing raw chicken above other foods in the WIC)
· Handling raw foods and then handling cooked or readyto- eat foods without washing hands (handling raw chicken and then handling cooked chicken without washing hands
· Using the same towel for cleaning and sanitizing  Follow proper rotation of cooked products but not combining older product with fresh product. 
· Cooked and raw products kept separate  Restocked room-temperature ingredients not mixed with ingredients in use (e.g., coleslaw)
·  Smallwares used at room temperature need to be Washed, Rinsed and Sanitized every 4 hours (Raw Chicken drain tray, Chicken transfer pans, All tongs, Holding pans, Fry Scoop
· Products handed over the counter must be discarded (e.g., wraps, fried products, drinks and unopened condiment packages)
· Keep all food products covered at all times Including
· Pre-made Coleslaw
· Marinated Chicken
· Marinated Lamb
Prevent Cross Contamination by:
· Using separate equipment for handling raw and cooked foods
· Following proper FIFO

Storage guidelines
· Clean and Sanitize food contact surfaces between uses
· Washing hands between handling raw and cooked foods
· Wearing gloves when preparing ready-to-eat food items
· Using separate towels for cleaning and sanitizing 
· All Smallwares properly stored
· If you touch cooks tools you need to wash your hands immediately

Pest Activity
· Evidence of insect infestation (e.g., an ant trail or multiple flies in the food  preparation area), live or dead rodents, visible rodent droppings, or nesting birds inside the restaurant. If any of these are present, the pest control operator must be called immediately.
· One live roach during daylight hours is a sign of infestation and the pest control operator must be called immediately.
· Restaurant must receive a monthly pest inspection report by an approved vendor.
· Monthly inspection report is on premise and no more than 60 days old
· Refuse shipments if you find pests or signs of infestation (egg cases, body parts)
· Use control measures to eliminate any pests that get into the restaurant:
· Throw out garbage quicklyOnly approved insect control devices must be in use and located in areas to prevent food contamination. No auto-sprayers/Foggers or poison bait stations  be present in the restaurant. 

· Keep garbage containers clean
· Keep food and supplies at least 6 inches off the 
floor and away from walls (EMEA: 2 inches from wall)
· Door has effective “door sweep” in place
· No entry areas for pests in building
· Clean up food and beverage spills quickly
· Clean under all equipment on a scheduled basis




Cook-outs
· All chicken Cook-outs must be recorded on the daily food safety log. A maximum of 3 missed cook-outs per month allowed provided documentation is present on the log from
the next shift manager. If more than 3 cook-outs are missed in a 28-day period, even with documentation noted on the Food Safety log, this is a critical finding.
· Cook-outs are required on the following items and must be performed twice a day. Wait one minute after removing chicken from fryer prior to taking the temperature. 
· Bone-in Chicken 185° minimum (probe placed in thickest part of meat near bone) Always temp wing and thigh
· Boneless Chicken or Lamb 165° minimum (probe placed in the center of the thickest part)
· If products do not meet proper minimum internal temperatures after initial cooking cycle, they are to be cooked in additional 1-minute increments until proper temperature is reached.
· Shift managers must be able to demonstrate how to conduct a Chicken cook-out correctly.
Documentation for missed cook-outs noted in the form of initials, highlighted, or in a note on log to indicate follow-up has occurred.

Raw Chicken 

Receiving
· Check chicken temperatures by inserting a digital probe thermometer between two bags of chicken and allow temperature to calibrate (about 30 seconds).
· Verify the temperature of fresh chicken by validate chicken is ≤ 38°F.
· Reject any product that does not meet Shawarma Royale™ expiration date standards or show any signs of spoilage.
· If either case is above 38°F continue to check all cases (Do not accept delivery of any chicken that exceeds 38°F).
· Reject chicken showing signs of spoilage (e.g. slimy, off odor, yellow skin).
· Fresh chicken must arrive with at least 5 days of shelf life, with the day of delivery being day 1, for example:
· If the delivery day is Sunday February 1, the fresh chicken received must not have an expiration date prior to Thursday February 5.
Example
· Fresh chicken must never be frozen at restaurant level Restaurants must not under any circumstance, serve expired chicken to our guests
· The delivery driver is required to indicate on the invoice the following information:
· Walk-In cooler temperature
· Chicken temperature taken from one case
· Expiration date of newly delivered chicken
Due to different factors outside of the control of the Shawarma Royale™ supply chain, restaurants may be required to accept short dated product. Short dated product must be accepted ONLY when a communication from the Restaurant Support Center has been sent to your restaurant.
· Place chicken into the WIC immediately upon receipt and do not allow the cooler door to remain open during deliveries.
· Always use the FIFO inventory rotation method.
· 

STORAGE AND USAGE


Chicken that reaches 41°F must be discarded.
After delivery of fresh chicken, place orange “USE FIRST” labels onto the oldest chicken to identify which cases need to be used first.
· Fresh chicken should be stored away from the walk-in cooler door and near the cooling fans in the coolest part of the refrigerator.
· Never store raw chicken above other refrigerated and readyto-eat products
· Always return unused chicken from batter cart back to WIC immediately after use.

Other Critical Violations
· Drains in kitchen backed up.
· Drains in locations other than kitchen backed up without closing off the area.
· Evidence of communicable diseases involving Team Members (e.g., cold, flu, stomach disorders that can potentially contaminate food and others).
· Roof leaks in food preparation area.
· Chemicals improperly labeled or stored near food.
· Smallwares are not stored in a safe / sanitary way.
· Do NOT leave chemicals unattended in dining room or rest room.
CCLEANING AND SANITIZATION


LEANING AND SANITIZING
Note: ALL EQUIPMENT MUST BE CLEANED AND SANITSED DAILY.
TURN OFF EQUIPMENT BEFORE CLEANING.
ENSURE NO ELECTRICAL PARTS COME INTO CONTACT WITH WATER.
Follow cleaning schedules daily.

Compartment Sink Set up (change water as needed):

[image: A sink with a faucet

Description automatically generated with medium confidence]75oF  150 PPM
110oF-120oF
120oF




Hand Sink:
· Hand sink always have to be stocked with: hot water (100°F-110°F), anti-bacterial hand soap, single use paper towel and/or air dryer, disposable vinyl gloves), dedicated trash can and hand washing job aid.
· The hand sink area including faucets, handles, etc. should be washed, rinsed and Sanitized at least every four hours.

Clean/Sanitizer  Buckets:
Label one bucket “SANITIZER” and fill with Sanitizer solution. Place a dedicated cleaning towel in each bucket. Solutions must be changed as they become weak or contaminated during cleaning,  or at least every four hours. (DO NOT STORE DIRECTLY ON THE FLOOR) Change the Sanitizer in the bucket and at the 3 Compartment Sink after every 4 hours or if the concentration drops below 150 ppm.
· Prepare a minimum of 3 Sanitizer buckets - one for Front of House cleaning, One for Back of House cleaning (Kitchen) and one for Prep area. 

General Cleaning and Sanitizing Guidelines:
· Clean and Sanitize High Touch surfaces every 30 minutes using Kay Sink Sanitizer in Spray Bottle
· Conduct Deep Cleaning of High Touch surfaces after each rush period using Sanitizer in Spray Bottle.
·  Clean and Sanitize all food utensils and equipment in constant use every 4 hours
· Keep restrooms clean and sanitary.
· Conduct outside cleanup throughout the day.
· Refer to the Material Safety Data Sheets (MSDS).
· Keep cleaning and sanitizing solutions on hand at all times.
· Allow all Sanitized utensils and equipment to air dry. Avoid towel drying because the towels may be contaminated and will re-contaminate the cleaned and Sanitized items.
CRITICAL CONTROL POINT
Critical Control Point: 
When handling food, it is important to limit any potential of food contamination. A Critical Control Point is a point or step in the product flow at which a control can be applied to prevent, reduce, or eliminate contamination and microbiological growth in food. Critical Control Points must be constantly monitored throughout.

Some Critical Control Points include:
· Personal Hygiene
· Cooler and Freezer Temperatures
· Cooking Times and Temperatures
· Holding Times and Temperatures

FOOD FLOW STEP 1. RECEIVING


FLOW OF FOOD STEP 1: RECEIVING
Note: Flow of Food is the path that food takes from receiving to storage, preparation and
cooking, holding, serving, cooling and reheating. It is very important that Personal
Hygiene, Cross Contamination and Time and Temperature Abuse prevention practices are
followed throughout the entire process.

Receiving Guidelines:
· Cold products must be received Between the temperatures of 36-38oF
· Frozen products must be received at 0°F ± 10°F.
· Reject any products that show signs of damage, leakage and signs of pest infestation.
· Products that are not received at the proper temperatures, show signs of spoilage, have expired code dates or do not meet Shawarma Royale™ quality standards must also be rejected.
· Keep storage entry doors and hallways free of clutter.
· Planning must be done ahead of time for receiving deliveries by rotating existing product and making space for new product.
· Delivery driver must identify themselves at the front counter. 
· Never leave a delivery person alone. Someone must be present at all times when the back door is open for a delivery. For products bought by weight, match weights on the case label to weights indicated on the invoice (ex. Fresh Chicken).
· Store perishable products in the freezer or cooler immediately upon receipt. Perishable items should remain at room temperature a maximum of 10 minutes.
· Date and rotate all products with a grease pencil; use the FIFO inventory rotation method.
· Do not overload the WIC, and do not allow the cooler door to remain open during deliveries.  Verify the temperature of all perishable items with a calibrated digital thermometer.
· Only use Shawarma Royale™ approved suppliers.
· Notify suppliers and when there is a problem with a product or delivery.
· Ice crystals indicate that the product has been thawed and possibly refrozen. Reject frozen products with signs of thawing.
· Check packaging for damage, leaks and signs of pest infestation. Reject products if it falls into any of these categories.
· All products must be labeled with: vendor information, expiration date, and cut, kill or manufactured date.
FLOW OF FOOD STEP 2: STORING
FOOD FLOW STEP 2. STORAGE


Storage Guidelines:
Store foods at recommended temperatures: 
· Refrigerated 36°F-38°F, Frozen 0°F ± 10°F.
·  Drystore at room temperature (approximately 60°F-70°F).
· Restaurant storage areas should be set up to prevent cross contamination and time and temperature abuse. Always keep perishable products out of the Temperature Danger Zone (41°F-144°F). Regularly check the temperatures of all freezer and cooler units. Report issues with any equipment that is not able to maintain temperature: Refrigerators 36°F ± 2°F, Freezers 0°F ± 10°F.
· If there are ice crystals on the product, it indicates that the product has been thawed and possibly refrozen. Do not use products.
· Follow the First In, First Out (FIFO) rotation method. Use oldest products first.
· Keep all food products covered, labeled with expiry date
· Discard products that show signs of spoilage, become contaminated or do not meet quality standards. Discard products that exceed noted shelf life per product PPS.
· Store all products at least six inches off the floor and away from the walls (EMEA: 2 inches from wall).
· Never store chemicals above or near food and food contact equipment and utensils.
· Never store food products in outside storage areas unless they are secure, have no cracks or holes in the facility to allow pests or water exposure, and proper air control is maintained. Chicken that reaches 41°F must be discarded.
· NEVER STORE RAW CHICKEN PRODUCTS ABOVE OTHER REFRIGERATED AND READY TO EAT PRODUCTS.





FLOW OF FOOD STEP 3: PREPARINGFOOD FLOW STEP 3 PREPARATION




Note: ALWAYS WASH HANDS BEFORE HANDLING FOOD CONTACT SURFACES, EQUIPMENT OR FOOD ITEMS.

Preparation Guidelines:
· Follow proper guidelines for use of gloves. Always wash hands prior to changing Gloves.
· Minimize the amount of time food spends in the Temperature Danger Zone. (41oF-141oF
· Prepare refrigerated products quickly and during times where work can be completed without interruption.
· Follow FIFO rotation method. Use oldest products first.
· Only use equipment designed for foodservice use. Only use equipment and smallwares designated for specific products.
· Prepare products according to procedures outlined. NEVER TAKE SHORTCUTS. This could affect product quality and safety.
· Thaw frozen foods under refrigeration. Follow PPS guidelines for time required for thawing specific products.
· Wash, rinse, and Sanitize equipment and utensils between uses. Allow to air dry prior to using.

NEVER USE PRODUCTS THAT BECOME DAMAGED OR CONTAMINATED
DURING PREPARATION.
FLOW OF FOOD STEP 4: COOKING

FOOD FLOW STEP 4 COOKING


Note: ALWAYS WASH HANDS BEFORE HANDLING FOOD CONTACT SURFACES, EQUIPMENT OR FOOD ITEMS.

Cooking Guidelines:
· Follow proper guidelines for use of gloves per product PPS. Always wash hands prior to changing gloves.
· Minimize the amount of time food spends in the Temperature Danger Zone during the
· cooking process.
· Cook food to its minimum safe internal temperatures and to the required cooking times.
· Follow FIFO rotation method. Cook oldest products first.
· Only use equipment designed for foodservice use. Only use equipment designated for
· specific products.


· Always wash hands after handling raw foods and before handling cooked foods.
· Never use products that become damaged, contaminated, or do not meet quality standards during the cooking process.
· Cook all hot foods to appropriate minimum internal temperatures.
· Check the internal temperature of prepared foods with a calibrated
· Digital thermometer to ensure minimum requirements have been met.

FOOD FLOW STEP  5. SERVING

FLOW OF FOOD STEP 5: HOLDING AND SERVING
Always Wash hand before handling any food. Follow proper hand washing procedures.
· Practice good personal hygiene.
· Minimize the amount of time food spends in the Temperature Danger Zone.
· Keep all food items covered during service.
· Use required packaging for serving food items. 
· Avoid cross contamination. Never mix raw and cooked foods. Never handle cooked and raw foods with the same utensils. Never mix old and new batches of product.
· Hold and serve hot foods at a minimum internal temperature of 145°F.
· Hold and serve cold foods at a maximum internal temperature of 40°F.
· Wash, rinse, and Sanitize equipment and utensils before preparing new batch of food.
· Never serve products that have exceeded their maximum holding times.

CLOSINGCLOSNG PROCEDURES


Note: Refer to the Cleaning Procedures Manual for general information regarding equipment and station cleaning.
· Discard any cooked products at close of business which does not meet quality as per Shawarma Royale quality standards
· Discard any products which show signs of damage, spoilage.
· Discard any products that become contaminated or show signs of any food safety issues noted in this section.



PRODUCTION SUPPORT






Shawarma Royale™ utilizes a variety of packages and condiments when serving our
freshly prepared and delicious products. This PPS provides general guidelines for packaging
our most common meals.
PACKAGING
Item Package/Yield Use items
Wrapped spork 1000 per cs.
Wrapped fork 1000 per cs. 
Wrapped knife 1000 per cs. 
3-compartment clamshell Varies by distributor 

Item Package/Yield Use
Sides Packaging
Foil Bags 1000 per case 

Miscellaneous
Napkins Vary by distributor Served with all food and beverage orders

Delivery
Large Delivery Paper Bag 200 per cs. Family orders or multiple individual
combos for delivery
Small Delivery Paper Bag 500 per cs. Individual combo delivery orders
Cutlery Packs 250 per cs. Fork/knife/napkin prepack for order
Delivery Stickers 300 per roll Sealing delivery bags and attaching
receipt
Packaging/Condiments
CONDIMENTS
Item Packets

Sauces			Supplier
Hot sauce 1000		
Salt 3000			
Pepper 3000			
Ketchup 1000 Size Fry	

Notes: Case yield for some items may vary by distributor. Always refer to quantities based on
most recent order guide.
Reference expiration date on case for shelf life details.
ONLY store condiments inside the restaurant. Do not store condiments in outside
storage areas.
NEVER serve condiments with damaged packaging.
other condiments should be offered upon request.
Honor any reasonable guest quantity requests.
Discard any condiments that have reached the expiration date.
SERNG



Note: WASH HANDS PRIOR TO STARTING ANY TASK!
NEVER HANDLE READY-TO-EAT FOOD ITEMS WITH BARE HANDS.
NEVER SERVE PRODUCTS THAT HAVE PASSED THEIR HOLDING TIME.

PACKAGING DIFFERENT ITEMS  (WRAPS,MEALS, FRES, SIDES)
LOSING
Note: Refer to the Cleaning Procedures Manual for general information regarding equipment and station cleaning.

· Discard any cooked products when they exceed maximum holding time and at the close of business.
· Clean and sanitize all food contact surfaces, smallwares and utensils.

One reason our guests come back to Shawarma Royale™ again and again is our product
quality. 


EQUIPMENT
FRYERS.
Fryers plays an important role in the production. Our core side order is Fries. The color of the Fries must be golden brown. When the fryers are filled with Fresh Oil, Fries will always look white and uncooked. Although the Fries are cooked properly. That is why the oil must be mixed with the used oil which in turn will give Fries a Golden color.

Quality of Oil
Note: Oil quality must be monitored throughout the day. 

Enemies of Oil.
1. Excessive Heat: (Oil breaks down at temperatures ≥360°F)
· Monitor Oil temperatures regularly.
· Never set fryer temperature above 360°F.
· Turn off fryers that are not in use.

2  Water: (Oil breaks down if water gets into the fryer)
· Never load fry baskets over the fryers, this could cause ice crystals to get into the Oil, thus introducing water.
· Ensure water does not remain in fryer vats after performing a Boil out. Allow vats to air dry completely overnight.
· Store water, and other liquids away from fryers.
· Thoroughly air dry any fry baskets after they have been cleaned and prior to use.
· Cover adjacent fry vats when performing boil out to prevent water from getting into adjacent fryers.
· Never polish Oil during filtering longer than 5 minutes.
3 Air: (Oil breaks down if exposed to excessive air)
· Never use damaged filter equipment (holes or leaks in the system may introduce air).
· Use Magnesol Filter Powder during the filtering process to eliminate oxygen in
· the Oil.
4 Foreign Materials: (Oil breaks down when exposed to foreign materials such as crumbs, salt, and flour)
· Filter fryers properly, a minimum of 2 times per day.
· Never scrape crumbs and flour into the Oil. When scraping Oil from side boards back into the fryer, scrape the Oil through a fine mesh skimmer to remove crumbs and flour.
· Never fill fry baskets over the fryer; this will introduce excess crumbs into the Oil.
· Properly warm soak fryers (warm soak each vat once per period).
· Rap chicken pieces together sharply 2x to remove excess flour.

5. Soap: (Oil breaks down if exposed to soap and other chemicals used to clean the fryer)
· Properly hot soak fryers (hot soak each vat once per period).
· Thoroughly rinse fryers after performing hot soak. Use a vinegar rinse after rinsing with water to neutralize any soap residue remaining on the inside fryer walls.
· Cover adjacent fry vats when performing boil out to prevent soap from getting into
adjacent fryers.

6. Active Metals: 
( Oil breaks down if metals are introduced in the Oil)
· Examples of metal and metal containing objects that will cause problems if introduced into the Oil include: copper equipment, name tags, jewelry, gold, zinc, brass.
· Never use damaged fry baskets, lifters, or skimmers. Pieces of wire from these objects could remain in the Oil.
· Never use stainless steel scrubbing pads when cleaning fryers, pieces of the wire may remain in the Oil.
7. Improper Filtering and Fail to do Boil out: (Oil breaks down if the cleanliness of the Oil and the fryer vat are not maintained)
· Oil MUST be filtered at least twice a day.
· A Boil out of each fryer vat MUST occur once per Month
· Clean filter machine daily.
FILTERING
Note: ALWAYS WEAR SAFETY EQUIPMENT WHEN FILTERING FRYERS.

Fryers must be filtered a minimum of twice per day. Follow the below steps to filter fryers:
1. Turn off fryer vat.
2. Starting with Fryer #1 (French Fryer), use the fine mesh skimmer to remove crumbs from
    the Oil.
3. Place assembled filter into a clean dry drain pan and place under the fryer.
4. Add 12 oz. of Magnesol directly into the Oil and stir with a fine mesh skimmer for each
    fryer you filter.
5. Secure a crumb catcher pan or place a fry basket under the drain to catch crumbs.
6. Slowly drain Oil intro drain pan. Remove wire rack from fryer.
7. Using a scraper, clean crumbs and debris from inside walls of vat and place into a paper    towel. Continue cleaning the fryer with a high temperature brush and or dry Scotch Brite pad.
8. Connect the wash wand and turn the pump on. Rinse crumbs from inside walls and bottom
of the vat.
9. Use drain rod plunger to clear the debris from the drain opening. Once all crumbs and debris has been removed from the bottom of the fryer vat, replace the wire rack, set a timer and continue to filter for an additional 5 minutes. (A timer on the holding cabinet can be used for this)
10. Once completed, close drain and use wand to refill the fryer. Complete this process until all fryers are filtered.

11. Oil Rotation – Using protective gloves, carefully dip transfer pan into the fryer next to the fryer furthest from the 360° French fryer, and top off with Oil. Continue this process,
rotating Oil from all fryers. New Oil is added to the French Fryer.
12. When adding new Oil to the French fryer, place a fry basket sideways into the fryer
and a second fry basket into the first one. Pour the Oil through the fry basket to prevent splashing.
13. Empty the crumbs from the crumb catcher or fry basket. Using filter pad scraper, remove debris from filter pad or screen. Scrape the crumbs and sediment from the bottom of the filter pan, discard and reposition back under fryer. After the closing filtering session, discard the paper filter or disassemble the metal filter screen. Wash and rinse the filter assembly and filter pan. Spray vinegar onto the filter parts and filter pan to remove soap residue. Rinse the filter parts and filter pan again. Allow the filter parts and pan to air dry overnight. Reassemble the following morning.TRANS FAT FREE OIL HANDLING
Follow these steps when filling and/or topping off the fryer vat with Trans Fat Free liquid Oil:
1. Remove the plastic cap from the container. (Do not place the cap on the fryer shelf as it could melt if it comes into contact with hot Oil.)
2. Use tongs to remove the foil seal from under the cap. (This will help to prevent cuts from the
foil.) Be sure to completely remove the foil.
3. Place a fry basket sideways into the fryer vat.
4. Insert a second fry basket into the first one.
5. Slowly pour the Oil through fry basket into the fryer vat. (Pouring into the fry basket will
help to prevent Oil from splashing.)
CHECKING OIL QUALITY
Note: Indicators of poor Oil quality includes: dark oil color, excessive smoking, foaming,
dark product color, off flavor fried foods, and yellow foaming of Oil.
.
Note: ALWAYS WEAR SAFETY EQUIPMENT WHEN BOIL-OUT FRYERS.
Only perform a Boil-Out on a fryer when the Oil has been tested and the MOD
has determined the Oil is being discarded that night. (An empty fryer must be available
to transfer Oil from the fryer being cleaned) Follow these steps to perform
Boil-Out:
1. Cover the fryers on either sides of the fryer being cleaned
2.  Close drain valve, and add hot tap water to fill level using a hose or pail.
3.  Measure 16 oz. of fryer cleaning solution. Pour this solution into the Fryer
4.  Place fry baskets in vat to soak as needed.
5. Turn on fryer and enter “Boil Out” code into the fryer controller. (Refer to fryer equipment manual for steps and code)
6.  Allow the vat and baskets to boil for a minimum of 20 minutes.
7. Exit “Boil Out” mode and turn off fryer. (Refer to fryer equipment manual for steps)
8. After boiling, open drain valve and empty the water from the vat. Scrub the inside walls and heating elements with a scrub pad and a high temperature brush. (Be sure to remove all carbon buildup from heating elements and tubes. Clean fry baskets in 3-compartment sink.
9. Rinse the vat completely with water. 
10. Spray the entire inside surface of the vat with white vinegar. Rinse the vat with water  again and leave the drain open to allow the fryer to air dry overnight.
11. Record the day you performed the Boil-Out on the Boil-Out Log. Fryer will not need to be hot soak cleaned again for 4 weeks.
12. The Next Morning, Close the drain valve to the fryer that was hot soak cleaned. Turn on all fryers except the empty one. When fryers are up to temperature, rotate the Oil into the clean fryer.
For the French Fryer and fryer next to it, leave half of the Oil in each.
Top off both the French Fryer and adjacent fryer to the fill line with new Oil.
















EQUIPMENT 


1. Fryer with assorted baskets 
2. Topping refrigerator cabinet
3. Expedite station with inserts
4. Chicken and Lamb Pits
5. 3-compartment sink
6. Hand sink
7. Wrap build  station with appropriate food pans and lids
8. Robocob Food processor for Coleslaw.
9. Gravy warmer
10. Rice Warmer
11. Sanitizing buckets
12. ToasterCCP

ALWAYS WASH HANDS PRIOR TO HANDLING ANY FOOD, FOOD CONTACT SURFACES, OR SMALLWARES.

Before Setting up any Equimpent, Ensure that all the food contact surfaces have been cleaned and sanitized. 
ONLY USE FOOD-GRADE CONTAINERS AND BUCKETS TO STORE FOOD ITEMS.
BEVERAGE/ICED TEA STATION
· Place clean and sanitized nozzles and diffusers back into fountain (will have been cleaned as part of closing duties).
· Stock station with appropriate amounts of paper supplies (cups, lids, straws) for meal period. Do not over stock with items.
ANDWICH STATION
Note: All refrigerated items stored on the sandwich station must maintain a maximum temperature of 40°F
Turn on SHAWARMA HEATERS at the station 30 minutes prior to initial use.
Turn ON the grills and griddles 45 minutes before use
Turn ON the fryers 30 minutes before the first drop. 



















PRODUCT PROCEDURES															
 




Wrap Prep Food Supplies (note shelf life on all items with a label indicating expiration time):
· Stock sandwich station with the following food supplies:

Lettuce End of the day/ 24 hours 
Tomatoes End of day/ 24 hours 
Onions End of day/ 24 hours 
Cheese End of day/ 24 hours 
Mayonnaise (Spicy and Original) 48 hours FIFO 
Lettuce 4 hours 

Item Thaw time Holding Time
Bread 4 hours at room temperature 4 days/ 2 days bag open

Note: Never mix old and new product. Always clean and sanitize food pans prior to restocking food
items.
Paper Supplies (stock amounts appropriate for meal period):
· 12x12 foil wrap

COOKING
Note: When turning on equipment at start of business, DO NOT TURN ON ALL EQUIPMENT AT THE SAME TIME. This will cause a power surge which will increase utilities costs.
Fryer Station:
· Turn on individual fryers one at a time. If day’s business does not require use of all fryers, do not turn on all fryers. NEVER TURN ON A FRYER THAT DOES NOT CONTAIN OIL. Most fryers will require a minimum of 30 minutes to reach desired temperature.
· If boil out  was completed the night before, it is necessary to rotate Oil accordingly.
HOLDING
Turn on heating lamps 30 minutes prior to initial use. Set up dump stations and pans based on
station type.
 Stage appropriate tongs and fry scoops and all measuring spoons
 Stock area with required packaging appropriate for meal period.
CLEANING AND SANITIZING
Note: ALL EQUIPMENT MUST BE CLEANED AND SANITIZED DAILY. TURN OFF EQUIPMENT BEFORE CLEANING. ENSURE NO ELECTRICAL PARTS COME INTO CONTACT WITH WATER.
Refer to the Cleaning Procedures Manual for detailed use of cleaning chemicals.

 Ensure the hand sink is always stocked with: hot water (minimum 100°F), soap, paper towel and/or air dryer, dedicated trash can, job aid, and gloves.

· The hand sink area including faucets, handles, etc. should be washed, rinsed and sanitized at least every four hours.
· Empty water, wash, rinse and sanitize all surfaces and pans.
· :Expedite Station:

Daily Cleaning:
· Scrape gently griddle with a spatula to remove loose food debris.
· Using a cleaning pad, dispense grill cleaner and scrub surface until all grease accumulation
· has been cleaned.
· Repeat process with the top plaques of the grill using the pad.
· Make sure you don’t let the surface dry out to avoid the chemical to create a white film.
· Using a damp towel wipe off surface and rinse towel as many times as needed until all surfaces of the grill are clean and free of any residue of chemicals.
· Clean the waste drawer on the front right side of the grill once you have finish cleaning all section of the grill.
· AGENT. Pass the paper towel with the solution over the grill plates (top and
· bottom).


STICS
Shawarma Royale™ Flafel 

SUPPLIES,Supplies, Equipment and smallwares
 



 EQUIPMENT AND SMALLWARES
Paper Supplies
· French fry bags (small, medium)  Regular carry-out box
Equipment and Smallwares
· Fryer station
· Stainless Steel Utility tongs
· Fry basket
· Digital thermometer
PRODUCT INFORMATION


	INGREDIENTS
	SHELF LIFE
	RECEIVING
	PACKAGING

	FLAFEL
	
	FROZEN
0OF± 10OF
	4/LB BAG (APPROX ___ SERVINGS)


	GARLIC
	1 MONTH
	
	

	
	
	
	

	
	
	
	



Note: FLAFEL MUST remain frozen (0°F ± 10°F) until ready to cook. The ideal location to
store product for access during meal periods is Freezer.
Remaining product should be kept in the Reach In or Walk In Freezer, stored in its original case.

Handle frozen products carefully. Dropping products or thawing causes the surface to crack
and breading to fall off, which could result in greasy product. Rough handling also decreases
the yield and results in an undesirable product to the guest.
PRODUCT PREPARATION
Product Preperation.

Note: WASH HANDS PRIOR TO STARTING ANY TASK!
FLAFEL are cooked in the 360°F fryer, and must reach a minimum internal cooking temperature of 165°F.
DO NOT FILL FRY BASKET OVER FRYER. This will cause crumbs and ice crystals to get into
the Oil and reduce the quality of the Oil. Fill basket over transfer pan.
· Use blue handled tongs to fill the fry basket with desired amount of frozen product. (maximum of ½ basket).
· Lower filled fry basket into 360°F fryer and activate required 2:00 timer. Ensure product is completely submerged into the Oil. Thirty (30) seconds into the cooking cycle, slightly remove the basket from the Oil and rock back and forth to prevent FALAFEL from sticking.

OLDING
· When timer sounds, remove product from Oil, drain 10 seconds, empty into a stainlesssteel transfer bowl, empty into a stainless-steel transfer bowl, then transfer FALAFEL  to a pan transport to the designated holding area in the Expedite Station.
Serving
 


.
SERVING
Note: ALWAYS WASH HANDS BEFORE HANDLING FOOD PRODUCTS.
Follow packaging instructions for required promotions.

Falafel Dine in
1. Put the Falafel on the Rice or Fries as Ordered in a designated container. 
2. Place 1 packet of  Sauce and napkin onto the serving tray with the filled food tray.
3. Place the box flat into a #12 bag along with a napkin and 1 packet of Cocktail Sauce. (Do not turn the box on its side.)
CLOSING
Note: Refer to the Cleaning Procedures Manual for general information regarding equipment and station cleaning.								
 
 Discard any cooked product that exceeds the holding time and at the close of business.
 Clean all fry baskets.
Rest of the Recipies and Product Procedures will be added as soon as they are available.

CCP
.
SUPPLIES, EQUIPMENT AND SMALLWARES
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