
THE BUTTERY 
BARISTA GUIDE

For Questions: info@butterybakery.com

For Sending Images: images@butterybakery.com 

For Custom Cakes: customcakes@butterybakery.com

For Custom Cookies: customcookies@butterybakery.com

For Wedding Info: weddings@butterybakery.com 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BUTTERY POLICY
Expectations
• In general every employee should contribute to the efficient and smooth operation of The Buttery through 
their customer service, attention to detail and positive attitude. We don’t ever want to hear “That’s not my 
job”, all the work needs to be done and it is the responsibility of all of us to see that it is done. 
• Never give away any products without authorization and never take anything for yourself without 
permission. 
• If you aren’t working, don’t walk through the back, come to the front of the counter.  

Dress Code
• All team members must wear The Buttery apron, hat, and t-shirt. Keeping the uniform clean is the team 

members responsibility. If uniform is lost, employee is responsible for replacement. 
• No open-toed, “croc-style”, or backless/open heeled shoes at store. 
• No overly revealing clothes, including bare midriffs or leggings. 
• Pants must be worn at waist level, without underwear showing. 
• Skirts and dresses must be at least mid-thigh in length.

Sick Policy 
If an employee calls in sick we want to ask them to try and call someone else to come in and work for them. If 
they cannot find anyone to work for them or if they can’t find anyone able to come in by the start of their shift 
we need to ask them to come in and work until we can find someone to cover them or until it becomes less 
busy and we can let them go home. It is a “business necessity” that we fill all of our shifts so remind our 
employees of this, they know how difficult things can be at work without enough people on staff. We want to be 
compassionate and understanding but we also have a business to run. If an employee is seriously sick (i.e. 
more than a cold or a sore throat) or in an emergency situation we will not ask them to find someone to cover 
their shift or come in. Also make compromises with people, ask them to work half their shift and then tell them 
they can go home. Ask the employee to wait in the break room for a little while to see if they feel better if they 
are already at work, if they aren’t already at work asking them to come and see how they feel after they’re at 
work is something to do because often once they are here they will decide to stay at work. Always if it is 
possible we should let people go home if they are sick and it won’t negatively affect the business. 

If a manager deems someone as being too sick to work you can be sent home. We don’t want their sickness to 
negatively impact the business or drive customers away. If they have a runny nose that won’t stop dripping or 
they can’t stop throwing up then send them home. Also if they have a child that is sick, or in trouble at school or 
a family emergency then we need to let an employee go home. We also need to treat their reasons for leaving 
with confidentiality; we don’t need to tell every employee that “Jane” won’t be coming in because she has 
explosive diarrhea or some other potentially embarrassing condition. If other employees inquire about a 
missing employee inform them that said employee “won’t be coming in” or “will be leaving early” and leave it at 
that. We need to be sensitive about privacy issues. 

Late to work/Missing Work
If you are going to be late for work or absent, notify your manager as far in advance as is feasible under the 
circumstances, but before the start of your workday.This doesn’t mean three minutes before their scheduled 
shift, we want them to give us more notice than that. We cannot and will not fire someone for missing work 
because they are sick as long as they notify us or have a reasonable explanation or excuse as to why they 
couldn’t notify us. When we are communicating with employees about working when they are sick we should 
not imply that there will be negative consequences for them if they miss work. We should instead focus on the 



team aspect of work and remind them how necessary every person is for the Buttery to function properly and 
how hard it can be working down a person. 

That being said we will have a log to keep track of absences and if an employee has an excessive number we 
can talk to them about attendance and the needs of the business, a leave of absence is usually an option if 
illness is causing a chronic attendance problem. We won’t force an employee to work when they are sick and 
we won’t retaliate against them if they are but we need to stress to them the importance of their role at the 
Buttery and the necessity of keeping every shift filled. 

Harassment
We prohibit the harassment of one employee by another employee, supervisor or third party for any reason. 

We do not tolerate harassment at The Buttery of any kind. This includes how we conduct ourselves at work. 
Foul language of any kind is not appropriate at work. We cannot swear at others or even ourselves. You can 
think of a dirty word but you cannot verbalize it at work. Such language is inappropriate whether it be in the 
front of the bakery or in the back, in English or in Spanish. Swear words are offensive to many people even if 
they are not directed at a particular person. For example we would never swear in front of customers because 
it would be offensive to them. The same is true in other areas of the bakery, we don’t want to offend the people 
we work with. 

The purpose of this policy is not to regulate the personal morality of employees. It is to ensure that in the 
workplace, no employee harasses another for any reason or in any manner. 

While it is not easy to define precisely what harassment is, it includes: slurs, epithets, threats, derogatory 
comments or visual depictions, unwelcome jokes and teasing. 

What this policy is about in essence is making sure everyone is comfortable at work. There are certain things 
we cannot say in the workplace for professional reasons. Curse words are not appropriate. Making fun of other 
people is not okay even if you are just “joking around”. Be respectful of other people’s feelings, if someone 
says that something you said bothered them listen to them and let them know you didn’t intend to hurt their 
feelings. If you know something bothers someone don’t tease them about it. Take a little time to consider the 
other people around you before you speak. Also if someone says something that you find offensive, tell them. 
Chances are they will respect your feelings and not speak to you that way again. And if they don’t, please let 
your manager know. We will take it seriously and ensure it doesn’t happen again. This behavior can lead to 
verbal warnings as well as written warnings and even termination. 

Shoplifting
If you see someone take an item, alert a manager about the theft so they can monitor the situation and 
determine the best solution. Never confront a shoplifter in an accusatory tone. 

The manager will decide whether or not to escalate the situation. The manager will approach the suspicious 
person, while remaining calm and professional. It is possible that a misunderstanding has taken place and the 
person is not actually a shoplifter. Treating the customer in a polite, discrete yet firm and professional manner 
will help the situation not escalate. 

If prosecution is required, we will follow with the California law: 

Petty Theft: This crime may be punished by a fine of up to $1,000, a term of imprisonment lasting up to 6 
months, or both. For petty theft of property valued below $50, a prosecutor has the discretion to charge the 
crime as a misdemeanor or an infraction resulting in a fine of up to $250. Prior criminal history can affect the 
prosecutor's recommendations. 

Grand Theft: This crime may be punished by a term of imprisonment in county jail lasting up to 1 year or by 
felony sentencing permitted by Section 1170(h) of the code. Felony sentencing may range from 6 months to 3 



years, but prior criminal convictions can increase the severity of the sentence imposed by the state court or 
require imprisonment in state prison rather than in county jail. 

This not only applies to customer but employees as well. If an employee is caught stealing, we will 
terminate their employment at the Buttery. 

Animal Petting Policy
Due to safety concerns you may only pet dogs and other customer pets if the pet owner is present and gives 
you their consent to approach their animal. This means no petting of unattended animals. 

This is for your safety as well as the safety of the animals. Thank you and we appreciate your compliance. 
Also, a reminder to wash your hands thoroughly after every encounter with an animal. 



ALL FLOOR STAFF RULES 
General Rules
1. You will greet every customer with a smile and  “Hello, How can I help you?” or “Hows your day going?
2. Helping customers ALWAYS COMES FIRST , boxes can be folded later and conversations can be finished 
after.
3. Employees must memorize all our items. You will be tested at anytime
4. You must never be just standing around and talking, theres always things to do.

• Restock all items
• Fold boxes
• Clean the tables
• Take out any buss tubs
• Pick up trash
• Wipe the cases 
• Wipe the walls
• Sweep the floors
• Make sure outside patios are clean
 • Check to see what deli items we have on stock
• and so on.. No one should be just standing around. 

5. Never have your back turned from the customer
6. Always ask if a customer has been helped already
7. When leaving the floor, you must let the supervisor know were you are going, even if its to the bathroom
8. All floor staff are being tallied, too many tallies will result in disciplinary action. 
9. Have a sense of urgency when working. We want to get customers in and out of the store as fast as 
possible. 
11. Always say BEHIND when walking behind someone. Not everyone is aware you are walking behind them 
12. DO NOT use cake order forms for scratch paper, we have scratch paper available for you
13. Do not give out a cake that looks ugly, If you mess up a cake, get the cake room staff to fix it, don’t just give 
it out

Answering Phone Calls
• Please answer this way: This is the Buttery, Tommy speaking, how can I help you?
• If we aren’t busy, try to take the payment over the phone using the manual Card. 

ACCEPTABLE
• We do not accept checks.
• For credit cards, there is a $5 minimum
• We do not accept American Express cards

HOMEBASE
• Make sure your availability is always open
• If somethings wrong with your schedule, LET US KNOW

Clock-in & out
• You must clock-in for all 10 minute and 30 minute breaks



Lost & Found
• We will hold on to Lost items for a week and if not claimed they will be either donated or thrown away.
• We do not mail credit cards

BLACK OUT DATES
You must be available on these days

• April 1st ( Easter )
• June 15 - 17 ( Graduation )
• November 20 - 21 ( Days before Thanksgiving) 
• December 23 - 24 ( Days before Christmas )



BARISTA GUIDEBOOK
Baristas’ main job is to make drinks to order, keep the station clean at all time, answer our 
guests’ questions, and help out with other floors if there is no other barista task remaining, and 
to restock the floor properly for the next shift. Baristas are also required to know the basics of 
Front of house rules such as where is water, bathroom, how can someone pick up catering or 
pre-paid cake, etc.

Daily To-Do List
Tasks on Daily To-Do List must be performed everyday. Lead Baristas and Floor Managers will 
review quality and completeness of these tasks

Opening Barista 6:30 am to 2:00 pm
Opening barista’s main job is to open the coffee station by 7 am, make drinks to order, keep 
the station clean at all time, help out with other floor if there is no other barista task remaining, 
and to restock the floor for the closing barista.

- 6:30 am Clock in and prepare for opening
o Brew House Coffee

♣ Regular & Decaf
o Fill up the creamer pitchers

♣ Whole milk, Low Fat, Non Fat and Soy Milk
o Brew Iced Tea & Iced Coffee

♣ 1 bag makes 1 gallon (about 3.75 L)
• Important to follow the ration for consistency. Do not eye ball it.

♣ Brew a fresh pot of iced coffee
• Let it cool in the walk in fridge without a cover
• When ready, transfer it over to a serving pitcher keep it in the front 

of the house.
o Grab a whipped cream from the cake decorating room

♣ Ask for whip cream first. If possible, learn to make whipped cream
o Make sure you have enough ganache

♣ Two smaller 1/6 hotel pans for the weekdays
♣ Two deeper 1/6 hotel pans for the weekends

o Make sure you have White Mocha
♣ One deeper 1/6 hotel pan in the mini fridge

• Learn to make the mix
o Make sure you have Iced Coffee
o Make sure you have Lemonade
o Make sure all the coffee condiments are available

♣ Stirrers
♣ Sugar, honey, sweeteners, and other flavorings
♣ Lemon slices
♣ Java jackets



♣ Lids
♣ Napkins

o Make sure to notify both departments’ supervisors for unavailable items or menu. 
- 7:00 am Store opens

o Make order to drink
o Maintain the cleanliness of the station at all time

♣ It is extremely important to keep the station clean and organized at all 
time.

♣ Clean and well organized station gives welcoming and more pleasant 
experiences to our guests.

o Help out with other floors if possible
♣ This includes taking orders, sweeping the floor, taking the trash out, and 

bussing. We, as a whole house, are a team and must work as one unit.
• Make sure your station is ready to serve first.
• Remember… if you got time to lean, you got time to clean.

- 8:30 am First 10
o If possible, take the first 10 min break. Depending on the workload, break time 

may be different or not be available at all.
♣ Make sure to find a qualified person to cover your break.

• Not everyone is permitted to work the barista station, even if it’s for 
covering breaks.

- 11:30 am Closing Barista Clocks-In & Opening Barista Takes Mandatory 30
o Follow up with the closing baristas with anything they need to know.

♣ Are we short on anything?
♣ Any special instructions to pass on?

o Take your mandatory 30 min break
- 12:30 pm

o Restock on any items that is not from the shed
♣ Chai, oranges, whipped cream, ganache, milk

- 1:00 pm Last 10
o If possible, take the last 10 min break. Depending on the workload, break time 

may be different or not be available at all.
- 1:15 pm Shed Run

o Restock the store from the shed
♣ Ex: Fridge Beverages, napkins, java jackets, cups, lids, honey, sugar, 

stirrers, straws, iced tea bags, teas, coffee
- 1:30 pm Break Closing Barista
- 2:00 pm Clock Out

o  Double check on everything and make sure the closing barista has everything 
he or she needs.

o Clock Out



Closing Barista 11:30 am ~ 7:30 pm
- 11:30 am Clock In

o Be briefed by opening barista
o Make order to drink
o Maintain the cleanliness of the station at all time

♣ It is extremely important to keep the station clean and organized at all 
time.

♣ Clean and well organized station gives welcoming and more pleasant 
experiences to our guests.

o Help out with other floors if possible
♣ This includes taking orders, sweeping the floor, taking the trash out, and 

bussing. We, as a whole house, are a team and must work as one unit.
• Make sure your station is ready to serve first.
• Remember… if you got time to lean, you got time to clean.

o Break Opening Barista
- 1:30 pm First 10

o If possible, take the first 10 min break. Depending on the workload, break time 
may be different or not be available at all.
♣ Make sure to find a qualified person to cover your break.

• Not everyone is permitted to work the barista station, even if it’s for 
covering breaks.

- 3:00 pm Mandatory 30
o Take your mandatory 30 min break

♣ Make sure to find a qualified person to cover your break.
• Not everyone is permitted to work the barista station, even if it’s for 

covering breaks.
- 4:20 pm Shut down the OJ machine

o Clean the OJ machine
♣ All parts are to be hand washed
♣ Clean it well and let it air dry before assembling the parts back on

- 5:00 pm Last Coffee Pots
o Brew Last Coffee pots of the day

♣ One Regular
♣ One Decaf

o Clean the remaining pots using the detergent
♣ Must follow the instructions on the detergent bottle

- 6:30 pm Shut down the barista bar
o Clean the espresso machine and its part
o Must be cleaned properly using the detergent.

- 7:00 pm Store closes
o Clean the remaining coffee pots
o Send in the bus tubs to the dish-washing station.
o Clean and sanitize the equipment and station
o Restock the station



♣ Chai, oranges, ganache, white mocha, tres leche milk, stirrers, sugar, 
honey, sweeteners, and other flavorings, lemonade & lemon juice, java 
jackets, lids

• Ganache
o Two smaller 1/6 hotel pans for the weekdays
o Two deeper 1/6 hotel pans for the weekends

• White Mocha
o One deeper 1/6 hotel pan in the mini fridge

♣ Learn to make the mix
o Clean the sink
o Clean the fridge inside and out
o Bring back the items from the dish washers and reorganized the station

- 7:30 pm Clock Out.
o Before clocking out, ask closing supervisors if there are any closing tasks you 

can help with.

Weekly Duty
Tasks on Weekly Duty are to be performed on designated days. Lead Baristas and Floor 
Managers will review quality and completeness of these tasks.

Monday
o Remove all items from the shelf and thoroughly clean each shelve

Tuesday
o Remove all the items from the Big Fridge and clean it and sanitize it.

Wednesday, Friday, and Sunday
o Remove and clean the Spray head Assy

Thursday
o Deep clean the drip coffee pot

Ordering Coffee
Coffee ordering is done every Monday and Thursday, and they must be ordered before 10 am. 
Orders can only be placed by the lead barista or authorized individuals (manages are the only 
ones who can authorize an individual for ordering).
              Mr. Espresso Ordering Department: (510) 287-5200

Supplies
(Inventory to shoot for)

• Neapolitan - 35 lbs.
• Decaf Espresso - 15 lbs.
• Chiaroscuro - 45 lbs.
• Guatemala - 25 lbs.
• Decaf House - 20 lbs.
• Syrups - 2 Bottles ea.
• Filter - 1 package



Ordering Milk
Milk ordering is done every Wednesday and Saturday, and they must be ordered before 10 
am. Orders can only be placed by the lead barista or authorized individuals (manages are the 
only ones who can authorize an individual for ordering). Make sure to consult with Mache for 
his order inquiries as well.

- Order form is available at Back of House

Supplies
(Inventory to shoot for including what is currently in stock)

• Whole Milk - 120 counts
• Low Fat - 9 counts
• Non Fat - 9 counts
• Vanilla Yogurt - 6 counts

Machine Maintenance
There is absolutely no excuse for not following any protocols for treating the machines nor its 
maintenance. Failure to do so may result in malfunctioning or serious damage of the 
machines. The individual who is responsible for the damage will be immediately held 
accountable.

- While making espresso drinks…
o Group Heads must be flushed before inserting new grinds
o Portafilter must be wiped clean with a designated rag before filling it up with new 

grinds
o Steam wands must be purged before and after frothing milk

- Drip Coffee
o Sprayhead Assy must be cleaned once a week.

♣ Refer to Weekly Duties
o Coffee Pot Must be cleaned once a week

♣ Refer to Weekly Duties
- Water softeners

o Water softeners must be recharged monthly
♣ Only an authorized individual will be allowed to perform this task



STORE REFUND POLICY

Cake Products
• No Refund for Cakes once left from Store. (Sometimes we do make exceptions)
• Customer is responsible for Checking the Design, Decoration as well as Shape of Cake before Leaving Store 
• Return with “Identified” Quality Issues Refund or Store Credit upon Amount of the Cake Brought back
•  Not Prepared Refund full Amount of the Payment or 20% Discount on available Cake similar to Ordered On 

Pastries & Breads
• Return with “Identified” Quality Issues 
• Refund or Store Credit for complete Items Only 
• No Refund for partial Products 
• No Refund for Damaged or Missing Items (Customer Needs to Check before Leaving Store) 

Drinks
• Return with “Identified” Quality Issues 
• Make same One, Refund or Store Credit for complete Item Only (more than 90% Left) 
• No Refund for Packaged Item (Bottle or Can) 
• No Refund for Damaged or Missing Items (Customer Needs to Check before Leaving Store) 

Deli Food
• Return with “Identified” Quality Issues 

Make same One, Refund or Store Credit for complete items Only (more than 90% left) No Refund for partial 
Foods 

• No Refund for Damaged or Missing Items (Customer Needs to Check before Leaving Store) 

***There can be exceptions made; however, it requires a manager!!



Tasks To Do Throughout The Day 

When the store is slow, we expect employees to do the following: 
• Fold boxes
• Separate doilies
• Bus tables (patio tables as well as inside tables)
• Organize and consolidate cake & pastry cases
• Re-stock pastries, cookies, bread, pies and tarts
• Clean any areas you notice to be dirty (i.e. picture frames, under registers, outside pick-up trash 

etc., areas that are neglected)
• Help with closing duties and daily duties
• Help Barista –refill/brew coffee, restock condiment area, etc.
• Empty garbage and recycling cans and take garbage to the dumpster
• Take full bus tubs to dishwasher. Remember not to let them get to full so they aren’t to heavy and 

don’t drip water from the clean ones on the way back.
• Organize counters, drawers and shelves (where we keep bags, order forms, doilies, etc.)
• Organize phone area, make sure tapes are stocked and there is whiteout, post-it tabs and scratch 

paper
• Sweep the front areas (deli and bakery) when there aren’t customers all around but always when it 

is necessary (i.e. dirty).
• Clean busing area and refill water dispenser
• Fold trash bags NEATLY and store them at the barista station
• Re-write bread signs NEATLY, wipe down pastry signs with a hot damp towel.
• Re-stock to-go coffee cups, bags underneath registers and on the pastry case.
• Clean and disinfect phones to promote a sanitary work environment
• Refill silverware, salt and pepper, Tapatio etc. Switch out the bowls and containers holding cutlery, 

sugar etc.
• Clean windows and glass on doors, wipe down chairs
• Go out to the shed at least once a day to restock bags, order forms, etc.
• Write prices on candles with permanent marker
• Pick-up trash and clean cubby hole around trash cans


