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As Shift Leader, your actions affect your
team, the customers, and the success of your
restaurant. Fair treatment for all Team
Members is:

• A good business decision. 

– A good working environment 
makes coming to work fun.

– Happy Team Members stay 
motivated and productive 
and provide better service.

• A moral duty.

– All Team Members deserve and have a right to fair 
treatment.

• A legal obligation.

– Government regulations ensure the same treatment for 
all workers. Not following legal guidelines can result in 
fines and costly legal settlements.

You cast a leadership shadow of
Accountability, one of our How We
Work Together Principles, by
ensuring fair and equal treatment of
Team Members.

Module Trainer___________________________________________
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Leading a Restaurant

Agenda
■■ Discuss:

– Module purpose.
– Activities.
– Trainee and Module Trainer expectations.
– How communication will occur.

■■ Agree on Training Schedule.
■■ Obtain materials.

Notes

Module purpose:
To identify the responsibilities of the Shift Leader to ensure fair and equal treatment
for all Team Members.

Module preparation:
• Review module objectives and activities.
• Get copies of tools and resources listed on the Contents page.
• Find answers to questions specific to your restaurant policies and guidelines.
• Identify Champs Standard Library pages that trainee needs to read.
• Develop Training Schedule for completing this module. (Some activities can be

grouped together.)

During this meeting with the trainee, you will:
• Review learning objectives listed on the Contents page and discuss all terms.
• Relate a personal experience related to the importance of following standards.
• Set expectations for trainee’s training.
• Go over each activity. Point out activities that need special scheduling or support

from others.
• Explain how to get materials needed to complete activities.
• Tell the trainee to answer every question with a complete answer.
• Provide the module Training Schedule. Explain reasons for the Training

Schedule. Emphasise that the trainee sets the pace. Adjust the Training Schedule
if needed.

• Explain that some activities are self-directed by the trainee. Others are completed
with the Module Trainer coaching or observing.

• Tell the trainee that you will review the answers to each activity.
• Tell the trainee how to contact you.
• Ask for commitment from the trainee to complete the modules, and end with a

statement of support.



3

Module 5 — Basic HR Leading a Shift

Developing CHAMPIONS UK 01/2007

Learn to . . .
By doing 
activity . . .

Starting 
on page . . . And using . . .

• Recognition StickersHandle Team
Member Issues

Conduct
Performance
Reviews

5-1

5-2

5-3

6 20 min.

7 15 min.

10 1 hr.

5-4

5-5

5-6

17 20 min.

18 30 min.

22 45 min.

Create a
Positive
Environment

5-10

5-11

5-12

31 20 min.

32 15 min.

34 1 hr.

• Documents Explaining
Conditions of Employment

Follow Employment
Laws

Quiz 47 15 min.

Short Answer 49 15 min.

Skills 51 2 hr.
Assessment

10 hr. 20min. Trainee

4 hr. Module Trainer

5-13

5-14

5-15

39 20 min.

41 15 min.

43 1 hr.

• Team Member Handbooks and
Training Materials About
Disciplinary Action

• Written Warning Forms

Manage
Performance
Issues

5-7

5-8

5-9

245 15 min.

25 15 min.

27 1 hr.

Show your
knowledge . . .

By doing 
the . . .

Total Time For . . .
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Leading a Restaurant

Review the module terms and definitions that
follow. 

If the term used in your restaurant is different, write
it in the box provided.

Applicant Person who fills out an employment application

Part-time Team Member Can work up to 30 hours per week; no minimum weekly 
- works less than hours required
39 hours per week

Employment application Form filled out by people who are interested in working at
the restaurant

Full-time Team Member Permenant Team Member who works a full schedule 
- works 39 hours weekly
per week

Grievance Complaint or dissatisfaction expressed by a member of
the restaurant team, regarding a work-related issue.
Grievances include harassment complaints.

Sexual harassment Unwelcome behaviour that is sexual in nature
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Handle Team
Member Issues 

As Shift Leader, you must treat all Team Members the same 
during a shift. You also must handle team issues in a 
way that ensures fair and equal treatment for each person
involved.

There are policies and procedures that you must follow to
ensure that you handle all situations quickly and fairly. As
Shift Leader your role is to:

• Be available when your Team Members need you.

• Know the procedures to follow.

• Treat all Team Members with respect. 
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Activity

5-1 Review Standards for Fairness

Read the following case study. Then answer the
question.

How do you think your actions will impact Chris,
Pat, and the other Team Members?

Review Champs Standard Library about:
• Personnel and Government Policies

– Fairness

Page(s) ______________________________
– Addressing Team Member Problems
– Grievances

Page(s) ______________________________

Your RGM asks you to recommend someone for
cross training. Chris is doing a great job. He is
always on time to work and offers to help out when
other Team Members call in sick. Pat is also a good,
dependable worker but does not make the same
extra effort to help out the team. He keeps asking
you when you are going to recommend a promotion
or increase in pay. You recommend Pat for the
cross-training.

Case Study

• Chris believes you were unfair; he
will be less motivated to work hard

• Pat is satisfied that you rewarded
him; he may never help out others
since he never helped the team yet
still got a promotion

• Other Team Members will be less
motivated to work hard or to work
as a team since it may not matter
when being considered for a
promotion
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Activity

5-2 Handling the Issues

Complete the chart. Read the situation. Decide
what action to take.

Consider ways to ensure a positive work
environment.

What Should You Do If . . . Actions

You hear a Team Member insulting or
criticising another Team Member?

A Team Member complains about work
hours changing?

Team Members say they did not get paid
for all the hours they worked?

A Team Member is upset because she
believes she is always assigned the
heavy cleaning?

You hear a Team Member swearing at a
customer?

When would you consider suspending a
Team Member?

How would you suspend a Team
Member?

• Take immediate action
• Be consistent, objective, and impartial
• Follow disciplinary procedures

• Take immediate action
• Be consistent, objective and impartial
• Follow disciplinary procedures

• Following a serious incident where you
are concerned about the business or other
Team Members

• Usually serious misconduct
• Follow disciplinary procedures

• Refer to Champs Standard Library
• Use standard letter
• Follow disciplinary procedures

• Show concern
• Show respect
• Ensure confidentiality
• Use good listening skills
• Ask for more information
• Resolve issue; send a clear message;

check for understanding
• Report issue to RGM 
• Support with a positive statement
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What Should You Do If . . . Actions

A Team Member offers to stay after he
has clocked out to help you clean up?

A Team Member tells you he has asked
the RGM 5 times for a new uniform?

You greet Team Members at the start of
the shift and they seem upset?

• Thank Team Member for the extra effort
• Have TM clock in before helping (if

applicable)

• Show concern
• Report to your RGM immediately
• Ensure RGM follows up and takes

appropriate action

• Show concern
• Ask for more information
• Use good listening skills
• Try to resolve, if possible
• Determine next steps
• Do not discuss issue with anyone else
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Question Answers

How can the Shift Leader ensure that
tasks are assigned fairly?

How can the Shift Leader ensure that all
Team Members receive recognition for
good performance?

What can happen if Team Member
issues are not handled properly?

Complete the chart.

• Assign team members to tasks they have
been trained for

• Assign tasks by position
• Be consistent with all Team Members
• Be objective
• Be impartial

• Use Recognition Stickers
• Recognise often, equally

• Team Member will not perform the job well
• Low morale and productivity will impact

other Team Members
• Unresolved issues can impact turnover,

meeting C.H.A.M.P.S. standards, operations,
and costs
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Activity

5-3
Practice Handling Team Member
Issues

Meet with 2 Team Members. Your Module Trainer
will observe.

Complete the chart.

If you could change 3 things in the restaurant to make it a better place to work, 
what would you change?

NOTE: After discussing this activity with your Module Trainer follow up with Team Members to let them
know whether you can implement their ideas.

Team Member 1

Team Member 2
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Review the answers to Activities 5-2 and 5-3.
Discuss what you learned during your Team
Member interviews.

Perform a role play with your Module Trainer to
practice handling Team Member issues. After 
the role play, your Module Trainer will provide
feedback.

Role Play Situation:

• You are the Shift Leader.

• Your Module Trainer is a new Team Member,
Maria.

• Maria tells you another Team Member has been
insulting her.

• The insults relate to job performance. 

Take notes when you receive feedback from your
Module Trainer.

Decide if the trainee did the following during the
role play. If not, coach as needed. Did the
trainee:
• Discuss the issue with Maria and:

–  Show concern?
–  Show respect?
– Assure the Team Member of confidentiality?

• Resolve the issue, if possible?
• Document the issue, if it could not be resolved

through discussion?
• Refer Maria to the appropriate Manager, if

unable to resolve the issue?
• Explain the next steps in the grievance

process?
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Topic Notes

How you can help implement the Team
Member suggestions?

The process in place in your restaurant
to collect Team Member feedback. (If a
process does not exist, discuss starting
one.)

Feedback on your areas of opportunity

Discuss the following:

Individual answer.
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Conduct Performance
Reviews

The Performance Review (PR) is part of the Performance
Management Process. 

The Performance Review process helps Team Members and
managers reach goals for Restaurant Excellence and
individual professional growth. During the performance
review, the RGM and the Team Member:

• Summarise the performance of the Team Member.

• Celebrate accomplishments.

• Exchange information about how well the Team Member
or manager is meeting job expectations and standards. 

• Communicate the performance rating.

Importance of Performance Appraisals

The performance appraisal considers performance in 
2 areas:

• Behaviours based on our How We Work Together
Principles that support Balanced Scorecard results.

• The Pizza Hut Team Member competencies.
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These areas are critical when evaluating performance.

• RGMs must get results through their teams.

• How the restaurant team gets results is equally important
to the results achieved.

Prepare for Performance Reviews

Preparation for an effective performance review discussion
begins long before the actual meeting. Throughout the year:

• Observe performance on a daily basis.

• Pay close attention to and document:

– Performance of tasks to standards.

– Working with other Team Members and managers 
(HWWT Principles).

– Customer Mania focus.

• Coach and support the Team Member or manager.

Through daily communication, feedback, and coaching, you:

• Prevent surprises at the time of the formal performance
appraisal.

• Encourage individual and team improvement.

• Complete at least one Coaching Checklist.
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Prepare for a formal performance review discussion 10 to 20
days before the meeting.

• Complete and review Coaching Checklist.

• Solicit feedback from other managers.

• Review measurable data such as CHAMPSCHECKs,
Balanced Scorecard results, and C.H.A.M.P.S.
Excellence Reviews (CERs).

• Discuss with your Management Team an appropriate
rating for that individual in advance of the meeting.

• Prepare your discussion points for the performance
review meeting agenda. Include meeting objectives,
suggested performance goals, behavioural strengths and
needs and their 6 month personal development plan. 

Prepare the Team Member for the performance review
meeting.

• Provide a blank copy of the Performance Review form a
week ahead of the scheduled performance review
meeting. Ask the Team Member to fill it out.

• Ask the Team Member to make notes on his or her
strengths and opportunities, including examples of past
performance.
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Holding Performance Review Discussion

Meet in a private area where others cannot overhear the
conversation. During the meeting:

• Explain the Performance Review process and the rating
system. 

• Be reassuring and supportive during the discussion.

• Encourage the Team Member to take an active role in the
process.

• Provide recognition comments along with coaching for
improvement.

• Discuss specific examples documented on your copy of
the Performance Review form, that support your ratings.

• Identify developmental opportunities in preparation for
writing the development areas.

Conclude the discussion with a positive statement, such as,
"I am excited about what we discussed today. How can I
help to make it happen?"
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Activity

5-4
Understand Importance of
Performance Reviews

Complete the chart. 

Question/Topic Notes

Think about a Performance Review you received
from a manager in the past. If you have never had
a PR, think about a time you received feedback on
your performance from a manager.

• Did you feel prepared for the discussion? Were
you nervous or calm about the upcoming
review?

• Was the line manager prepared for the
discussion? How did that make you feel about
the importance of the review?

• Did the line manager balance positive and
constructive feedback? How did that impact
you during and after the discussion?

• Did the line manager give specific examples to
support comments and ratings? How did that
impact your reaction to the comments and
ratings?

• Were you able to take an active part in the
discussion and planning? How did that affect
how you approached the plans after the
meeting?

• How did the way the review was handled
impact your attitude about the job and your
future development?

• What will you do to provide good Performance
Reviews to the people you manage?

Individual answer.
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Activity

5-5
Review the Performance Review
Process

Review Activities.

Complete the chart. Discuss the answers to the
following questions.

Question/Topic Notes

What are the steps you should take to prepare for
a Performance Review?
Use information specific to your restaurant
location.

How do Performance Reviews support team
development?

Why is it important to document your observations
in the employee file whenever you observe
something you want to remember?

What other tools can you use to support you when
completing a Performance Review?

How often should you conduct a Performance
Review?

Why?

Who should complete them?

How does Team Scheme support Performance
Reviews?

• Conduct at least one Coaching
Checklist

• Discuss with other managers
• Review restaurant results

• They know what is expected of
them

• They have clear goals to work
towards and know their
opportunities

• Motivated

• To produce feedback
• To use at a Performance Review
• To use for Coaching sessions

• Feedback from other Managers
• CHAMPS Checks
• CERs
• Compliments
• Complaints

• Every 6 months

• A regular opportunity to review
performance

• A member of the Management
Team

Each manager is responsible for a
number of Team Members in the
restaurant, therefore can manage
their time effectively ensuring each
Team Member receives a
Performance Review
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Question/Topic Notes

Why is it important to prepare thoroughly
for a Performance Review?

What tools will you need to do a
Performance Review discussion? What is
the purpose of each tool?

How do you ensure that the ratings you
assign are objective and fair?

A manager completes the Performance
Review for a Team Member. The
Manager writes, "Continue doing a good
job." What would you do to improve the
review?

Why is it important to set realistic goals
throughout the development planning
process?

How much time is needed to complete a
performance Review?

To ensure the Team Member receives the
most effective Performance Review.

• Coaching Checklist - specific information
on actual performance

• Performance Review - structure 
discussion

Discuss with other Managers prior to the
discussion.

Include:
• What, How and Why

Team Member feels confident to go away
and achieve the goals set.

Minimum of 30 minutes including the
feedback on the Coaching Checklist. This
time will vary depending on the individual.
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Observe your Module Trainer complete a Coaching
Checklist and Performance Review for a Team
Member.

Take notes in the following space. 

Question/Topic NotesYes      No

Did the Module Trainer:

• Prepare meeting agenda?

• Prepare Team Member for
meeting?

• Explain Performance
Review process?

• Ensure understanding of
rating system?

• Solicit feedback from other
managers?

• Review measurable data
(CHAMPSCHECKs,
Customer Mania Plus)?

• Review documented
observation of performance
& behaviours? (Coaching
Checklist)

• Get Area
Manager/RGM/Franchisee
approval? (If applicable)

• Meet in a private place?

• Reassure and support the
Team Member during
discussion?

• Encourage Team Member
to take active role in the
process by issuing the
review form in advance?
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Question/Topic NotesYes      No

• Show commitment to the
Team Member?

• Provide recognition and
coaching comments during
the discussion?

• Provide positive and
constructive feedback
between strengths and
opportunities?

• Give specific examples to
support ratings?

• Identify developmental
opportunities?

• Sets goals/objectives?

• Conclude with a positive
statement?
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Activity

5-6
Practice Doing a Performance Review
Discussion

Complete a Coaching Checklist and Performance
Review for a Team Member. 

NOTE: If a review is not currently due, complete a
review form on a Team Member assigned by your
Module Trainer.

Review the completed form with your Module
Trainer. Revise based on feedback.

Role-play the Performance Review discussions.
Your Module Trainer will play the part of the Team
Member.

Discuss the following with your Module Trainer
after the Performance Reviews.

Question/Topic Notes

What went well during the
discussions?

What was most challenging
about the discussions and
why?

Suggestions for improving
Performance Review
discussions

Feedback on your areas of
opportunity 
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Manage Performance
Issues 

The best way to manage
performance issues is to prevent
them. You can prevent most
performance problems by creating
a work environment that
encourages success.

Every Team Member deserves the
training and tools needed to reach individual excellence.
Shift Leaders use training and coaching to ensure Team
Member performance that:

• Follows the standards.

• Ensures meeting customer expectations.

In addition, Shift Leaders prevent performance issues by:

• Being available during the shift.

• Communicating expectations of success.

• Providing coaching and recognition consistently to all 
Team Members.
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Activity

5-7
Review Procedures for Handling
Performance Issues

Answer the following questions.

1. What are the steps to follow when handling a 
performance issue?

2. What factors should the Shift Leader consider 
when handling a performance issue?

Review Champs Standard Library about:
• Personnel and Government Policies

– Addressing Team Member Problems
– Performance Problems

Page(s) ______________________________

• How the issue may impact other
Team Members, customers, and
business results

• Whether the Shift Leader would
handle the issue the same way with
all Team Members

• The overall performance of the
Team Member involved

• Find out all the information
• Try to get all the facts before

making a decision
• Do not pre-judge / remain objective
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Activity

5-8 Resolve Performance Issues

Review what Team Member performance issues or
policy violations require action by the Shift Leader.

Complete the following chart with your Module
Trainer.

What Would You Do if a Team Member . . . Actions

Shows up late once?

Shows up late for every shift?

Arrives wearing a dirty uniform?

Forgets to bring a uniform?

• Discuss issue with Team Member and
explain how it impacts the restaurant and
other Team Members

• Take disciplinary action to correct the issue
in a way that maintains Team Member self-
esteem and the desire to succeed

• Support with a positive statement
• Make a note in the Manager’s Log

• Document the issue
• Ask for more information
• Discuss with RGM

• Discuss issue with Team Member,
find out why this has occurred.
Explain how a dirty uniform or
missing name tag impact customer
satisfaction and other Team
Members

• Tell Team Members what will
happen if the issue occurs again

• Send a clear message
• Check for understanding
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What Would You Do if a Team Member . . . Actions

Does not follow proper hand-washing
procedures?

Leaves before all tasks are done?

Refuses to follow directions?

Becomes abusive or violent?

Does not show up for a shift?

Shows up to work under the influence of
drugs or alcohol?

• Send home
• Notify the RGM
• Make a note of incident in Manager’s

Log

• Discuss issue with Team Member
• Ask for more information
• Explain proper procedure
• Explain how the behaviour impacts

other Team Members, customers,
and the restaurant

• Tell Team Member what will happen
if the issue occurs again

• Ask for more information
• Determine next steps
• Review steps, if needed
• Follow your restaurant policies and

guidelines
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Activity

5-9 Practice Handling Disciplinary Action

Review Team Member handbooks and training
materials or documentation about disciplinary
action.

Complete the chart.

Team Member Action What You Would Say and Do

Tina calls 1 hour before her shift starts.
She says, "I just woke up and will be
about 15 minutes late. I can work over 
if you like." This is the second time in 
2 weeks Tina will be late. You did not 
do anything the first time.

Carlos, an experienced Team Member,
refuses to clean the parking lot when you
ask him to. Carlos curses and rudely
says he does not have to do anything
you say.

Quinn and Stephen are experienced
Team Members. However, Quinn yelled
at Stephen loudly enough for customers
to hear. You did not see what happened,
but other Team Members did.

• Ask Tina why she is late
• Change her schedule if needed
• Coach Tina on why she needs to come to

work on time
• Report the incident to the RGM
• Document the incident in the Manager’s

Log

Ask Carlos what the problem is. If he
continues to be abusive:
• Send Carlos home
• Call the RGM right away to report what

happened
• Write down what happened and what you

did, including the date and time

• Take everyone to a private place and ask
them what happened

• Coach Quinn and maybe Stephen, based
on what you learn

• Report the incident to the RGM
• Write down what happened and what you

did, including the date and time 
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Team Member Action What You Would Say and Do

A customer complains to Alice, a Team
Member, about her slow service. Alice
gets upset and replies, "I am working as
fast as I can! Just be patient!" Alice is a
good worker with no previous problems.

The cash drawer of a Team Member is
often short. Last week you gave the
Team Member a verbal warning about
the problem. Today, during shift change,
you count the cash drawer of this Team
Member. It is £20 short.

• Resolve customer issue
• Ask Alice what happened; stay calm and

show respect
• Determine next steps
• Review steps; send a clear message and

check for understanding
• Support with a positive statement

• Look for the cash
• Talk to Team Member
• Document in Manager’s Log
• Call RGM

Topic Notes

How you would handle the Team
Member issues in the chart in this activity

Where to find and how to complete
proper forms for documenting Team
Member issues

Feedback on your areas of opportunity

Review the answers to Activities 5-8 and 5-9.

Discuss the following:
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Create a Positive
Environment

You can take care of Team Members by creating a positive
workplace:

• Treat everyone with respect.

• Coach Team Members to treat each other and customers
with respect.

• Create an environment that helps prevent harassment
and discrimination.
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Do not allow inappropriate behaviour. It is your job to
prevent harassment and discrimination on your shift. 

There is no description of sexual harassment or
discrimination that includes every situation. If a Team
Member thinks behaviour is sexual harassment or
discrimination, the Team Member has a right to complain.
The behaviour will be dealt with as sexual harassment or
discrimination.

Harassment or discrimination can have very serious
consequences for Team Members, Managers, and the
restaurant. Both are:

• Against the law.

• Against company policies.

Following laws and company
policies is good for you and the
team. It helps create a
workplace where Team
Members:

• Feel valued.

• Feel safe.

• Are treated fairly and equally.
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Activity

5-10 Review Personnel Policies

Answer the question.

Sexual harassment includes:

Check the statements that are true. 

■■ Team Members with disabilities can work only
front of house/reception.

■■ Restaurants should select and train Team
Members based on their
ability to do the job.

■■ You can ask the RGM not
to schedule Team Members
with disabilities during your
shift.

■■ Only female Team
Members can be Cashiers.

■■ Team Members who engage in 
discrimination are subject to disciplinary action.

Review Champs Standard Library about:
• Personnel and Government Policies

– Addressing Team Member Problems
– Harassment

Page(s) ______________________________

• Unwelcome behaviour that is sexual
in nature

• Can be physical, verbal, or visual

�

�
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Activity

5-11
Manage Harassment/Discrimination
Issues

Complete the following chart using available
information.

Question Notes

How is the Shift Leader accountable for
preventing harassment and
discrimination?

What kinds of harassment and
discrimination should your restaurant
prohibit?

How does the Shift Leader handle
possible Team Member issues?

• Set a positive personal example of proper
behaviour and language

• Immediately notify the RGM or Area
Manager when there is a
harassment/discrimination complaint or
suspicion of harassment/discrimination

Harassment and discrimination based on:
• Age
• Gender
• Race
• Disability status
• Religion
• Sexual preference
• Marital status
• Family responsibilities

• Show concern
• Establish privacy
• Ensure confidentiality
• Ask for more information
• Use good listening skills
• Withhold judgment
• Resolve issue, if possible
• Support with a positive statement
• Report to RGM or Area Manager
• Document the incident
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Question Notes

To whom do you report possible Team
Member issues?

What should the Shift Leader do if a
customer is harassing a Team Member?

What are possible consequences for
violating harassment/
discrimination policies?

RGM

• Intervene
• Remove Team Member from situation
• Apply L.A.S.T.

• Legal
• Team morale
• Increased Team Member turnover
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Activity

5-12
Practice Handling Team Member
Issues

Review the answers to Activities 5-10 and 5-11.

Perform role plays with your Module Trainer to
practice handling grievances. After each role play,
your Module Trainer will provide feedback.

Role Play 1 Situation:

• You are the Shift
Leader.

• Your Module Trainer is
Nora.

• Nora, a Team Member, tells you that some male
Team Members are making sexual remarks
about her appearance.

• She says they also are using vulgar words to
describe her personal life.

Take notes when you receive feedback from your
Module Trainer.

Decide if the trainee did the following
during the role play. If not, coach as
needed. Did the trainee:
• Show concern?
• Show respect?
• Establish privacy?
• Ensure confidentiality?
• Ask for more information?
• Use good listening skills?
• Withhold judgment?
• Resolve issue, if possible?
• Determine next steps?
• Support with a positive statement?
• Report to RGM or Area Manager?
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Role Play 1 Situation:

• You are the Shift Leader.

• Your Module Trainer is Victor, a Team Member.

• You hear Victor
quietly say to other
Team Members that
they should avoid
Lee.

• Lee is the only
person from his
ethnic group.

• No one on the team
speaks to Lee.

Take notes when you
receive feedback from your Module Trainer.

Decide if the trainee did the following
during the role play. If not, coach as
needed. Did the trainee:
• Ask Victor to stop encouraging

discrimination?
• Coach Victor and other Team

Members on acceptable behaviour?
• Tell Lee what was said to coach the

other Team Members?
• Write down what was heard and

seen, including date and time? 
• Tell the RGM right away?



36

Module 5 — Basic HR Leading a Shift

Developing CHAMPIONS UK01/2007

Discuss the following:

Topic Notes

How to handle Team Member issues
when Team Members are rude and
uncooperative

Feedback on your areas of opportunity

Encourage the trainee to follow the 5W’s.
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Follow Employment
Laws

When Team Members are selected, they learn the restaurant
guidelines and rules. They agree to comply with these rules. 

The restaurant, on the other hand, agrees to follow all
employment laws that protect the rights of the new Team
Members. Shift Leaders must learn and honour these legal
requirements.

Help prepare each new Team Member for success. Make
sure that the Team Member understands that the employer
is accountable for providing:

• A safe and healthy workplace.

• Equal chances for success and for promotion.

• Pay for all hours worked.
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The Team Member also must understand what the
restaurant expects and requires. For example, the Team
Member has a right to know:

• What is expected in terms of working the schedule and
being on time.

• The possible consequences of repeated absences or
lateness.

Usually the conditions of employment are explained during
orientation. As the Shift Leader, you must:

• Know how to comply with the conditions of employment.

• Honour the conditions of employment every day for every
Team Member.

How does a team member know what is expected of them?

Where would they find this information?

• Orientation
• Induction
• Observing others

• Employee Handbook
• Champs Standard Library
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Activity

5-13
Review Standards for Counting
Hours Worked

Read the case studies. Then decide what you
should do and mark the correct answer.

Case Study 1 Anna did not clock in when she started. She 
remembered after she had been working for an 
hour.

■■ Tell Anna you cannot
clock her in for the
time she actually
started. She just
needs to remember to
clock in next time.

■■ Change Anna’s start
time to when she
started work. Coach
her to clock in as she
starts work.

■■ Tell Anna to take a long meal break to make up
for the time.

Review Champs Standard Library about:
• Personnel and Government Policies

– Conditions of Employment

Page(s) ______________________________

�
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Case Study 2 You just found out Tom has been clocking in early 
and clocking out late.

■■ Tell Tom you will pay him for part of the extra
hours this week, and the rest of next week.
Coach Tom to clock in according to the
schedule.

■■ Refuse to pay Tom for the extra hours.

■■ Pay Tom for the hours he clocked in early and
late. Coach him to clock in and out according to
the schedule. Explain why this is important. Tell
the RGM so the RGM can decide if disciplinary
action is needed. Document the Manager’s
Diary.

�
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Activity

5-14 Review Conditions of Employment

Review documents in your restaurant to explain
conditions of employment.

Complete the chart using available information.

Issue Guidelines or Requirements at Your Restaurant

Minimum age restrictions

Overtime hours

Definition of part-time and full-time
employees

Assistance provided to Team Members
with disabilities

Holiday pay

Sick pay

As guidelines and requirements
change please refer to the Champs
Standard Library to find the most
up-to-date answers.



42

Module 5 — Basic HR Leading a Shift

Developing CHAMPIONS UK01/2007

Issue Guidelines or Requirements at Your Restaurant

Team Member breaks and meals

Equipment and hour restrictions for
under 18’s

Clocking in and out

Promotions and pay rises

Application forms

Scheduling

When should a contract of employment be issued?

As guidelines and requirements
change please refer to the Champs
Standard Library to find the most
up-to-date answers.

Before or on the first day of employment.
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Activity

5-15
Practice Enforcing Legal
Requirements

Review the answers to Activities 5-13 and 5-14.

Perform role plays with your Module Trainer to
practice enforcing legal requirements. After each
role play, your Module Trainer will provide
feedback.

Role Play 1 Situation:

• You are the Shift Leader.

• Your Module Trainer is Luke, the Cashier.

• You overhear an elderly man ask Luke for a job
application. Luke tells him that the work is really
hard and he would not fit in with the team.

• Decide what to do and why.

Take notes when you receive feedback from your
Module Trainer.

Decide if the trainee did the following during
the role play. If not, coach as needed. Did the
trainee:
• Show concern.
• Offer to give the elderly man an

application and answer any questions he
may have.

• Show respect for both the man and Luke.
• Ask Luke for more information after the

man left.
• Used good listening skills
• Determine next steps
• Send a clear message using the 5W’s and

check that Luke understands that everyone
requesting an application should get one.

• Support with a positive statement.
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Role Play 2 Situation:

• You are the Shift Leader.

• Your Module Trainer is Phyllis, the Cashier.

• You overhear a person with a disability asking
Phyllis for help filling out an application. Phyllis
says,  "Sorry, I cannot help you."

• Decide what to do and why.

Take notes when you receive feedback from your
Module Trainer.

Decide if the trainee did the following during the
role play. If not, coach as needed. Did the trainee:
• Show concern.
• Offer to help the person complete the

application.
• Show respect for both the person and Phyllis.
• Ask Phyllis for more information after the

person left.
• Used good listening skills.
• Send a clear message using the 5W’s and

check that Phyllis understands that it is a
restaurant policy to assist anyone asking for
help in completing an application.

• Tell Phyllis she should always help, or find
someone else to help.

• Determine next steps.
• Support with a positive statement.
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Role Play 3 Situation:

• You are the Shift Leader.

• Your Module Trainer is
Sally, a Team Member.

• You saw Sally accept a
job application and take
it into the office to leave
for the RGM. You walk
into the office to see if Sally filed the application
in the right place. The application is on the desk.
You notice that Sally wrote on the application,
"Does not speak English."

• Decide what to do and why.

Take notes when you receive feedback from your
Module Trainer.

Decide if the trainee did the following during
the role play. If not, coach as needed. Did the
trainee:
• Show concern, but show respect.
• Ask Sally why she wrote on the application.
• Used good listening skills.
• Determine next steps.
• Send a clear message using the 5W’s.
• Tell Sally she cannot write on an

application, it is a legal document.
• Explain that the restaurant does not

discriminate because of race, national
origin, or ancestry.

• Tell Sally the correct procedures, including
where to file the application.

• Support with a positive statement.
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Discuss the following:

After this meeting, complete the Knowledge Quiz
and short answer test.

Topic Notes

How to ensure that Team Members are
aware of restaurant guidelines and legal
regulations

Feedback on your areas of opportunity

Communication
– Verbal
– Team room
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Knowledge Quiz 
Answer the following questions:

1. Situations often get worse when you lose control. What is
the best way to keep control when you are having a
performance discussion with a Team Member?

a. Stay calm and show respect
b. Show your anger so the person knows how you feel
c. Have the discussion where everyone can hear you so

they can learn

2. A person comes into the restaurant and asks if you have
any job openings. Your restaurant has a solid team and
has not hired anyone for the past month. You do not think
you will be hiring soon. What is your best response?

a. "I do not have any openings now. Leave your name and
number, and I will call you if the situation changes."

b. "I am not hiring or accepting applications at the moment."
c. "I do not have any openings at the moment, but please fill out

an application. I will keep it on file."
d. "I do not have any openings, but you might check with

the restaurant down the street."

Quiz
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3. John is your top BOH team member. Today you assign
him to the Cashier position. As Cashier, he made a
number of errors with customer orders. To improve his
performance you would:

a. Tell John how important it is to give out accurate orders
to customers

b. Give John an oral/verbal warning
c. Make sure John is trained and certified for the Cashier

position

4. How soon should you take action when you see a serious
violation or performance issue?

a. When the RGM has time to take action
b. At the end of the Team Member shift
c. Right away or as soon as time permits during the shift
d. The next day when everyone has time to cool down

5. If a Team Member approaches you with a sexual
harassment/discrimination issue, the role of the Shift
Leader includes all of the following EXCEPT:

a. Show the Team Member concern
b. Report to your RGM right away
c. Do not attempt to resolve the problem
d. Approach the person complained about
e. Do not discuss the issue with anyone else

6. You are called to the kitchen to break up a fight between
a male and female team member. What do you do?

a. Wait until the next day when the Manager is on duty?
b. Suspend both individuals and inform the Manager
c. Suspend the male team member.



49

Module 5 — Basic HR Leading a Shift

Developing CHAMPIONS UK 01/2007

1. How does the Shift Leader benefit from treating all Team
Members equally?

2. How can the Shift Leader help prevent performance
issues?

3. What actions can the Shift Leader take to ensure that
Team Members treat each other with respect?

Short Answer

• Improved morale
• Lower turnover
• Greater productivity
• Positive environment that attracts new

Team member
• Reduced chance of legal issues
• Better overall performance, which leads to

increased customer satisfaction

• Training/coaching and recognition
• Completing Coaching Checklists to help in

performing job well
• Recognise performance issues early
• Discuss potential issues with Team

Member
• Create a positive work environment, with

open communication
• Encourage Team Members to talk to you

• Explain importance of respect during
Orientation and initial training

• Encourage Team Members to talk to you
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Next Steps

Review your test answers.

Complete all unfinished activities and review the answers.

Your Module Trainer will let you know what the next steps
are to complete the Skills Assessment for certification.

Meet with your Module Trainer

Use a Recognition Sticker to recognise someone who
helped you as you were completing this module. Say what
the person did well. Say why you appreciate it.

Recognition

Things I need to work on or practice before module certification:
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Skills Assessment

Application of Knowledge
What Was Effective

How Could It Be More
Effective

Completed More
Successfully Practice

• Identify ways to ensure a
positive work environment

• Identify the guidelines for
treating all Team Members
consistently

• Identify the steps to take to
handle a Team Member
complaint about sexual
harassment and/or
discrimination

• Explain in detail how you
would handle the following
situations. Include the
actions you would take and
the forms to fill out.
– A situation that requires

sending a Team
Member home

– A new Team Member
asking questions about:
pay rate per hour;
receiving pay for
scheduled work missed
due to illness; holiday
pay; hours per week

– An argument between 
2 front of house Team
Members during peak

• Role play how to complete
a Coaching Checklist and
Performance Review.
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Trainee Date 

Restaurant General Manager Date 

You have 
successfully completed . . . 

Congratulations

Basic HR

Module 5 

Leading a

Shift


