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            CHAPTER 1

          

          
            WHY?

          

        

      

    

    
      People find joy in different ways. For some, it’s a long walk on the beach or a relaxing vacation. People enjoy scrapbooking and bingo; some people love to hit the casinos, while others like to curl up on the couch and knit a blanket. Many people derive joy from going to see a movie or going bowling, and some love nothing more than a hot bowl of chili and a football game on a Sunday afternoon. 

      The authors of this book like to eat. Specifically, we like to eat out at restaurants, and often, we choose an independent mom-and-pop venue. We also have our favorite “chain” brands when we are looking for comfort food or are on the road. 

      There is an unbridled joy that comes from the experience of scanning the menu, reading the descriptions, seeing the various plates delivered to our neighboring tables and interrogating the servers about the best things to try. Making our selection is often a hard decision, as if it is our last meal and we will never eat again. We like to exchange bites from our respective plates and take pictures of the food before feasting.

      Every aspect of the meal is exquisite for us, from the first cocktail to the last bite of dessert and accompanying espresso, if available. We like to learn the stories of the restaurants, how they came to be, how long they’ve been there, and ‌we love to meet the owners. We marvel at the artistic presentation of the food we are consuming. Like the Siskel and Ebert of the hospitality industry, we exchange commentary on every single bite. We take in the entire experience and share a peaceful and satisfying sense of completion when the restaurant delivers the goods. 

      Dining out is our indulgence and guilty pleasure, but without the guilt. There is a genuine joy found for us in supporting a small business owner, in knowing that the food is prepared with love and care, and in knowing that we are helping restaurant‌ owners and staff fulfill their dreams of providing outstanding food and service.

      Unfortunately, many of our beloved restaurants are struggling. The cost of goods is higher than ever. It is difficult to find reliable staff. Consumers are fighting to make ends meet, and when it’s time to trim the fat, the first piece that gets cut from the budget is often dining out. To stay in business, restaurants may compromise the quality of goods, the shelf life of their products and their staff headcounts, which ultimately affects the overall guest experience negatively. With over 90% of consumers choosing where they are going to eat based on online reviews, a couple of bad guest experiences can spell certain doom for a restaurant in today’s marketplace. 

      As two of the biggest fans of restaurants, we felt a call to action. Besides dining out, another bond that we share is finding tremendous joy in helping other people. We have spent our respective careers helping business owners thrive. For us, the mission of saving restaurants from being victimized by theft and potentially going out of business is a no-brainer. We have combined our love of restaurants with our desire to do good work in the world, and the book you’re holding in your hand is the result. 

      In this chapter, we’re going to give you a little backstory on where we both came from and why the topic of theft in the hospitality industry is so important to us. We are very different people with unique life experiences, but one of our common bonds is that we are good at solving problems, and as you will quickly see as you continue reading this book, there is a problem here to solve. There is no shortage of literature available for business owners on how to fine-tune their operations, and yet there is very little information available for hospitality owners covering the topic of theft within their businesses. It ‌seems to be the elephant in the room that NOBODY is talking about…until now.

      Chloe’s Story

      The first villainous story I remember hearing was about someone “stealing” from our family restaurant. We called it the “Story of the Robbers.” In the early seventies, actual robbers followed my grandfather home on Valentine’s Day after the restaurant closed. They were expecting him to have a bank bag full of cash for a deposit the next day. The robbers tied up my grandfather and his family and held them hostage in a home invasion. 

      Unbeknownst to the thieves, just a few days before, my grandfather had invested in a safe for the restaurant. He knew that bringing the cash home every night was risky. So, much to the disappointment of the robbers, on the night of their heist, there was no bank bag to be had. Fortunately, my grandfather had the foresight to realize that as a successful business owner, he would likely one day be a target of criminal mischief and theft. He followed his gut instincts and put a safeguard in place to protect the cash.

      As a child, I grew up hearing the “Story of the Robbers” and how they held my family hostage. I always envisioned them in masks with guns. I have no idea what the actual robbers were wearing or what they looked like, but in my mind, clearly the stereotypical “robber villain” persona, like you would see in the cartoons. It never crossed my mind that a “robber” would look just like the rest of us or even look like a friend!

      Many years later, our family restaurant was a booming business in our small town. I remember riding with my grandfather to the restaurant on Friday and Saturday nights so that he could drive through the parking lot and “count cars.” It wasn’t uncommon for us to pull up on those nights and see people lined up outside and around the building, waiting hours to get a table. The food was THAT good! Sometimes my grandfather would do his drive-by routine TWICE in one night, always filled with excitement while he counted cars and profits in his head as we cruised. The restaurant was truly our pride and joy. Life was good.

      Years went by, and most days, when I got out of school, I walked to the restaurant and visited with the staff before I made my way home. Our family spent every holiday season ‌‌celebrating with the people who worked at our restaurant. We enjoyed potlucks and get-togethers, and all the people were like family to me. I referred to all of them as “aunts” and “uncles” and adopted all of their families as my own extended tribe. The restaurant was my home-away-from-home and my safe place. 

      I imagined that one day I would marry and raise my own children in that same restaurant. They would learn how to make our famous recipes and how to greet guests. My children would one day be the face of the business and our family’s legacy. 

      Everyone in town had a tab at our bar. If you were friends with us, you rarely paid. If you worked at the restaurant, you helped yourself to food whenever you were hungry. If we needed money for unexpected repairs, we simply collected cash and didn’t ring the sales up. If we forgot to clock in, we wrote a time down on our time card and moved on. There was nowhere to track comps or spills. When someone wasn’t satisfied with their meal, we made them another one. We refilled our soda glasses whenever we wanted. Whenever a new flavor of cheesecake came in from the distributor, we thought nothing of grabbing a slice to “taste test” but never considered we should pay for it. At the beginning of the shift, we grabbed a baked potato or a salad from our salad bar to scarf down before the rush. Everyone felt like they were part of it, and nobody meant any harm. Still, the lack of controls, standards, processes and oversight would be our undoing.

      When we had to close our doors after over fifty years in business, it was devastating to me. I couldn’t understand. What on earth could have destroyed such an amazing place and ‌stolen my dream from me? As a kid, the restaurant felt like an unlimited resource. Customers kept coming, so why didn’t the machine keep churning?

      I would come to learn that if a restaurant does everything right: strong cost controls, efficient operations, solid labor management, surveillance and point-of-sale with loss prevention auditing, inventory control, and consistent sales, the percentage of gross sales that ends up as profit averages around five percent. That’s not a lot of wiggle room for a mom-and-pop business.

      Our business folded because of many years of unmanaged, poor controls and internal theft. Not awful food. Not a lousy location. Not incoming competitors. Essentially, it was the “Robbers.” Trusted people to whom we gave the keys to the kingdom. Unknowing perpetrators who assumed ownership of the family restaurant because it was just “the way.” All the years of free food and drinks were literally “on the house,” and it was truly our undoing. The beast became so huge within our four walls that one day, it finally ripped us apart beyond repair. 

      When our restaurant closed, I worked at corporate restaurants for several years. But I grew exhausted with the hustle of the service industry life, and I decided it was time for a change. Back in those days, my dad owned a cash register company and had just added point-of-sale and surveillance solutions to his offering. Since I knew the restaurant and bar business, his world felt like the perfect fit for me. It was then that I began my career as a bar and restaurant consultant, working for my dad.

      I spent the next 20 years working in the hospitality scene and advising on loss prevention, security and point-of-sale. The best part of the job was meeting so many amazing people and getting to be a part of their “dream.” I got to try all the food. I was invited to all the grand openings. The restaurants we worked with all treated me like family. I gained forty pounds during that chapter of my life! I simply couldn’t say “no” to the owners that proudly offered me dish after dish. 

      The worst part of the job was seeing people inevitably taken advantage of. Owners who trusted their friends and family ended up losing their money…and their dreams. Our company's technology tracked the cash, so we often had to deliver the bad news and uncomfortable truth that the most “trusted” had been untrustworthy. It was never pretty, telling people there was a “robber” in their midst. 

      During my tenure, I helped countless restaurants, bars and nightclubs catch theft within their operations. I can tell you from personal experience that nine times out of ten, the culprit was always the closest and most beloved employee, sometimes even ownership partners. Many times, the restaurant had lost tens of thousands of dollars before anyone detected the theft. In several of the cases that I investigated, the restaurant lost hundreds of thousands of dollars. 

      It didn’t matter how many times I warned people. It seemed impossible for business owners to consider that someone they loved could steal and intentionally harm them. 

      During my consulting career, I worked predominantly with mom-and-pop operations. My hospitality upbringing, personal experience and passion to help the independent restaurant owner made me extremely successful in my job. Many times, the people that I worked with were first-time owners. Many were opening their restaurants after decades of working full-time jobs in corporate America. They would finally realize their dream using retirement accounts including 401(k) money and other lifelong savings. 

      
        
        
        So many people dream of owning a restaurant.

        Few people realize what that dream entails.

      

      

      

      Seldom is a restaurateur prepared to become a loss prevention expert. I have never once seen the role of “robber catcher” included in the dream scenarios my clients have proudly shared with me as they have prepared to open their restaurants. Very few showed awareness of the looming threats that were facing them from within the four walls of their “dream” businesses. 

      I’ve seen restaurants dissolve their operations and close the doors altogether to get out of partnerships with thieving co-owners. I’ve seen restaurant owners prosecute their best friends, and run away from the industry forever because they are so disgusted with the experience they’ve had. 

      
        
        
        Dreams go down the drain.

        Money goes down the drain, too.

      

      

      

      Nobody wants to hear that the people they’ve hired or partnered with are stealing from them. I have often consulted with restaurant owners who were appalled at the mere suggestion that someone on their team would be dishonest. For them, the idea of having a thief on the payroll was an insult to their intelligence and ability to judge character. 

      Unfortunately, internal theft is‌ one of the biggest threats facing owners in the hospitality industry today. It doesn’t discriminate. If you are in the restaurant business, people will steal from you. “The robbers” are hiding in plain sight.

      To this day, almost thirty years later, I grieve what was and what could have been with my family’s restaurant. I tell my son about my days growing up there, the fun times I had and how I wish things had turned out differently. I wanted to create this book to pay tribute to that family business and to protect other families from traveling down the same path that ours did.

      I have partnered with the most intelligent, experienced, thoughtful, business-savvy expert I could find to present this data to you in a digestible way that will immediately transform how you approach your business. My partner’s proven track record in successful business transformation coupled with my experience in the hospitality world combine to form a system of security you can implement immediately. Together, we aim to reveal the mind-blowing threats facing you today while we provide you with solid solutions and a plan to safeguard your business. 

      Now, let me pass the mic to Jauna…

      Jauna’s Story

      When Chloe approached me about writing this book, I immediately knew it was a topic worth exploring. What I didn’t realize is the ENORMOUS amount of theft that restaurateurs face. Now that I know, I can’t help but imagine an owner surrounded by employees, friends, and family, ready to stab them in the back, much like Julius Caesar. The research and stories that we found range from SMH to OMFG.

      As Chloe's gut-wrenching story perfectly captures, theft can quickly take a restaurant and the owners into the red, causing hardship both in the short-term and, sometimes, for years after the business closes. So, I was surprised to see how few people and groups in the industry are talking about theft as an operational and financial threat. Not only are knives out for owners, there is a lack of information on how to protect yourself, which is why we have devoted our time and energy to fill that gap.

      Coincidentally, my professional journey started in restaurants. Like a lot of young people in the US, I started out as a bus person, a hostess and a fast-food staffer.‌ It was also my introduction to a career in business optimization. I didn’t realize it at the time but the layout of Taco Bell’s line and the very specific training on how to build that taco (lettuce with your right hand, cheese with your left at the same time) was not only keeping our order times down but also making my job on the line less stressful because the line design and process could keep up with orders.

      Just as Taco Bell made it less stressful to do my part-time job, I’ve seen throughout ‌my business career that the workplace has a much larger impact on people’s lives than just the hours they spend at work. Better work and working conditions often lead to better physical and mental health for team members, which, by extension, leads to healthier families and even healthier communities. 

      I know it sounds a little idealistic, but I firmly believe that improving people’s lives at work is a small way to make life better for everyone in the community.

      With that mantra in mind, I’ve become a passionate advocate for improving processes and associated IT solutions for businesses. That sounds as exciting as watching paint dry for most people, and sometimes it is. 

      But here’s the cool thing for you as a business owner or manager. When you optimize your business processes correctly, you also improve the customer experience. This can increase your restaurant's profitability.

      So, when you work to make your team’s day easier and better, you’re also driving your own success. When you protect your business from theft, you protect your staff as well. Sometimes from their own poor decisions but mainly by ensuring that you can continue to give them hours and pay as a profitable business.

      That’s why my approach to business optimization always starts with people. Focus on what your customers want and what your team needs. Second, develop and keep improving processes to help your team deliver the food and service with ease, even on your busiest days. Third, find technology/systems that lock in those processes so the technology is constantly‌ reinforcing the process and making your job easier with more transparent operations because of automation, reporting, alerts, etc.

      We are glad that you have pulled up a seat and are ready to learn more about this enormous risk to your livelihood. Let’s dig in.

      HOW WE RESEARCHED

      To give you the best information, we dove deep into existing studies, industry group reports, etc. We also conducted a nationwide (US) proprietary survey and dozens of interviews with current and former owner/operators, hospitality industry experts, loss prevention experts and hospitality vendors to bring you the “Word On the Street.” We hunted down stories reported in the news for insight into how widespread and damaging theft can be for a restaurant or bar, and you will see these stories in the “Newsworthy” sections.

      Along with that information, we collected solutions that range from simple checklists to implementing new management applications, so there are ideas for every size restaurant and every budget. You can also jump on our website, www.howistealfromyou.com, to find more resources, stay informed of trends in hospitality-industry theft and find vendors and service providers that can help you.

      CAST OF CHARACTERS

      To keep it easy to remember and implement solutions, we have identified different types of theft with criminal “villains.” With a chapter devoted to each of these characters, you can choose to reference this book to eliminate a specific type of theft that you are experiencing or read the chapters in order for a systemic review of your current risk areas and ways to identify and eliminate theft that frequently occurs in restaurants.

      All the information we are giving empowers restaurant owners and managers to protect their dreams. Use it as a weapon to defend yourself against the attacks that will inevitably come. Arm yourself so that you can survive when so many people are trying to take advantage of you. It isn’t a case of “if.” It is very much a case of “when.”

      Maybe you aren’t there yet, but you dream of one day owning a bar or restaurant: this book is required reading for your future success. We have researched and curated the content in this book with a genuine passion for the hospitality industry. We believe that if we can save “just one” restaurant by educating hospitality owners and managers with the information in this book, then writing it was time well spent. 

      If you are holding this book, please understand that it's not a coincidence; you are meant to have it in your hands. There is a reason ‌this knowledge has been given to you. Do not shrug it off and set it aside for “later”. Please make it a priority to digest this information and use it to your benefit immediately.

      We give this to you with love and best wishes for you and your families to have many generations of success, amazing memories, happy customers and uncompromised profits.

      Now, buckle up for these unbelievable but true “Stories of the Robbers.”

    

  


  
    
      
        
          
            CHAPTER 2

          

          
            A DAY IN THE LIFE - JACK AND JILL’S GASTROPUB

          

        

      

    

    
      Many people picture a thief very specifically in their minds. A bandit. A bank robber. A shoplifter. A Wall Street embezzler. Some folks can only imagine a thief in these specific contexts… and they only associate theft with the stealing of cash or merchandise from a bank or retail shop. For that reason, we thought it might be helpful if we painted a picture for you of “A Day in the Life” at a typical restaurant. For some, this story will resonate, and for others, it will be an eye-opener. 

      For this tale, we will go inside a fictional restaurant - Jack and Jill‘s Gastropub. The scenarios presented show the scope of what a typical owner/operator faces in their day-to-day operations. What happens at Jack and Jill’s will be validated by dozens of true stories, interviews and mind blowing, verifiable data that we will share later on with you in this book. 

      
        
        
        Bon appétit!  [image: fork and knife with plate]

      

      

      

      It’s Wednesday morning at 7:59 AM, and at Jack and Jill’s Gastropub, Don, the kitchen manager, arrives to unlock the back door of the restaurant. Several employees are already waiting to get inside and start their prep work for the opening lunch shift. Once Don opens the door, the crew rushes to the time clock. Maymie clocks herself in, also taking the liberty of clocking in her roommate, Susan. She knows Susan is running 15 minutes late and can’t afford to miss the time. Brandy puts on a pot of coffee, and everyone gets to their workstations as the day begins!

      Don wraps potatoes in foil, Maymie chops cabbage for the coleslaw, Brandy boils water for eggs, and Jake is forming burger patties. Susan gets to the restaurant over 25 minutes late, but nobody’s mad because she brought donuts. She grabs herself a cup of coffee and starts baking the bread.

      At 9 AM, the food truck arrives with the day’s delivery. Don has been with Jack and Jill’s for over ten years, and he has an outstanding relationship with the food vendors. He manages all the ordering for the back of the house and maintains the inventory counts. Don opens the back door for the delivery man, and they walk to the cooler to check in the order. As he is counting the meat with the vendor, Don realizes that there is an extra ten-pound beef tenderloin in the order.  Although he verifies on the invoice that Jack and Jill‘s is getting charged for the beef even though he didn’t order it, Don doesn’t include it in his count and just places it on the shelf for later. Don’s wife has a small catering business, and she can use the tenderloin for her gig on Friday night. Winning!!!

      At 10:30 AM, Jake makes a small huevos rancheros casserole for the kitchen staff to scarf down before the restaurant opens, and Susan preps the expo line. The bread is fresh out of the oven and warm, so everyone has a hot slice of it with butter to accompany their huevos rancheros while they take a quick break to eat.

      For the lunch shift, there will be six servers on the floor and one bartender. Most servers will arrive at 11:30 AM, but Juan and Kelly arrive at 10:30 to make the tea and coffee, roll the silverware, and prepare the front of the house for the guests.

      Kelly goes to the walk-in to get out the ketchup, and she grabs some prosciutto from the bin for a quick snack while she’s in there. There wasn’t time for breakfast this morning, and she needs her protein. She also grabs a hard-boiled egg with the bottles of ketchup, and she’s out the door. Juan checks the wait stations out front and fills a Styrofoam cup with a Red Bull from behind the bar because he knows he’s gonna need the extra kick for today’s shift. He makes one for Kelly too because teamwork makes the dream work, and that’s how they roll.

      As the restaurant opens at 11 AM, Sean, the assistant manager, arrives and unlocks the office to get the cash drawer out of the safe. He counts the cash, including his IOU slip for fifty bucks, the money he borrowed yesterday, and preps the bar drawer with $250.

      The house-specialty brownies are being pulled from the oven, and they smell SO good. Sara, the hostess, is in the kitchen getting herself a soda for the shift, and while she is back there, she begs Jake for a brownie. He happily obliges and discreetly passes it to her across the line. Sara takes her drink and her treat up to the hostess stand to snack on while she waits for the first guests.

      Darren, the bartender, arrives ten minutes late and skips the time clock. He’ll write in his time when he clocks out. He goes to the office to collect the drawer from Sean and rushes to open the bar. Darren also needs a Red Bull to function today. He doesn’t have time to do a proper count of the bottled beer, but he closed last night, so it’s all good. The drawer is over by five dollars, but Darren just pockets it so he can quickly balance his drawer before the first customer comes in the door. He rushes to chop his limes and oranges and sets up the well. It looks like Juan iced the beer tubs for him already and turned on the margarita machine. Darren takes note and will hook Juan up later for his efforts. The crew at Jack and Jill’s look out for each other because here, everyone is like family. Darren does a quick check of the surrounding scene and, yes, the bar is now OPEN!

      Mike, Michelle, Faith and JJ arrive at 11:30 AM to complete the waitstaff roster for the lunch run today. They all go to Sara so she can show everyone their sections and then disperse with some grabbing themselves a drink for the shift. Michelle grabs a few rolls and butter from the kitchen for the gang to munch on while they wait for their tables to fill. The bread tastes extra amazing. Kelly and Juan already have a few tables, and with the gorgeous weather, it looks like it’s going to be busy today.

      The pub is hopping, and by noon, there’s a full house! Everyone wants to sit in Kelly’s section, but it is already full, and she's totally slammed. Of all the servers at Jack and Jill’s, Kelly has been there the longest. All of her “call customers” love her because she takes such good care of them, like they’re family. Kelly is such a rockstar that she can handle a five-table section with ease, and even if she gets in the weeds, she never lets ‘em see her sweat.

      Kelly seldom charges for tea or soda instead ringing it up as water on the POS system. After all, it barely costs Jack and Jill anything for tea and coke and the customers tip better when they notice they don’t have to pay for their drinks. Kelly always offers her guests a fresh “to-go” cup for the road, and they love her for it. Today during lunch, Kelly turned her tables twice. Her headcount for the shift is 38 guests, and she clears a hundred bucks in tips! A little extra ranch and a little extra love go a long way and make Kelly a “fan favorite” at Jack and Jill’s.

      Juan has a different method of operating his section. Being the computer whiz that he is, Juan rings up four beverages for table twelve and prints a copy of the check. Then, he moves the drinks off of the table twelve check to another open table on the POS. When they are ready to pay, Juan presents table twelve with his preprinted guest check, which includes the four beverages, and they pay cash and tell him to keep the change. He closes the sale out for table twelve on the POS system, but remember, the beverages have already been safely moved to the other table’s check because they ordered four drinks too. Because the guest check Juan closes out is missing the drinks that the customers have just paid for, he can make an extra fourteen bucks on top of his tip for the cash paying customers thanks to his brilliant method of moving the drinks off before settling their check. Juan is a genius. Granted, he can only pull this off three times today because everyone else paid with credit cards...but he makes an extra forty-two bucks ON TOP OF HIS TIPS during the lunch shift just by getting creative and doing the soda shuffle!

      One server, Sean’s buddy Mike, is not having a good day today. He just got dumped and has a hell of a hangover. Mike spends his entire shift visibly in the weeds, and his tips are clearly a reflection of his crummy performance. He knows for sure he is getting a bad Google review from one table full of women in the corner- they hate his guts. If all four do separate nasty reviews, it won’t surprise him.

      Mike complains to Sean that he has already been stiffed on his tips twice during the shift and Sean, being the cool guy that he is, reopens a closed check and comps a couple of apps citing the reason as “unhappy guest,” which gives Mike an extra twenty bucks. Mike closes out his section and calls it a day, and Sean tells Darren to pour Mike a draft beer and not to worry about ringing it up. He pats Mike on the back, telling him to shake it off. Everyone has a bad shift once in a while and tomorrow is a new day. At Jack and Jill’s, everyone takes care of each other.

      The lunch rush is over by 2 PM, and except for Darren, Sara and Faith, the front of house lunch shift is over. Even though the restaurant was busy, Darren has only had a few regulars today, and he’s pretty sure all hope is lost on clearing a hundred bucks for his shift. Suddenly, the 3 PM crew from the office next door comes in for one of their famous afternoon “meetings,” which include drinks and apps paid on a corporate card. Darren knows these guys will make the shift worth it today, so he goes the extra mile for them.

      At the bar, Darren makes their drinks in a dramatic fashion, ensuring the office crew sees his generous pours. Darren tells them they deserve it for their loyalty to Jack and Jill’s. The fans go wild!

      For two hours, Darren takes extra special care of the guests including a free basket of chips and salsa, some heavy pours and a little charm as they run up a two hundred dollar tab! As expected, one of the office crew whips out his corporate card to pay, and Darren closes out the check. They tip Darren forty bucks, but Darren knows he can turn the zero in the 40 into an eight on his copy of the receipt and at least get a little more. No one will ever notice.

      It’s 4 PM and Don is done for the day. He makes himself a burger to go and gets Darren to ring it up for him, applying the employee discount to the transaction. Darren, being one of the most trusted employees at Jack and Jill’s, has the authority in the POS system to apply discounts to checks. When Don pays, Darren uses his own personal loyalty reward card and grabs a few reward points for the transaction. Don packages up his burger, puts it in a plastic bag and stops by the walk-in to grab the tenderloin on his way out the door. Beef in the bag, he pops his head in the office door and says bye to Sean as the bar manager, Kim, and ‌some of the night crew arrive. It’s almost time for a shift change in the front and back of the house.

      The trash is overflowing, so Jake grabs the bin to take it to the dumpster. On his way to the door, Jake stops by the walk-in and grabs a six-pack of IPA from the cooler and adds it to the trash bin, under a little garbage. Jake gets to the dumpster and carefully places his six-pack behind the enclosure, where nobody can see it, and then empties the bin and heads back in to do his closing work.

      It’s 4:30 PM and Sean has officially taken in all the checkouts for the day from the servers. Kelly had such a busy section and quite a few cash-paying customers. Sean goes to a POS terminal and comps out an $80 cash transaction from Kelly’s section citing a “bug in the food” as the reason for the comp. Sean reruns Kelly’s cash out report so that he can then pull $80 cash from her cash out and replace his IOU slip from the safe bag. The extra thirty bucks is gravy. It was a long shift today, and he earned it.

      Ten minutes later, Jake finishes for the day. Brandy is on her way out the door and refills her drink for the road before she clocks out and hits the bricks. Jake clocks out and on his way to his car he grabs the six-pack from his secret hiding spot behind the dumpster. Maymie and Susan take off their aprons and pony up to the bar to order their employee meal from Darren. He rings it up and applies the employee discount, and swipes his loyalty reward card again to build up some more rewards for himself while they sit at the bar and drink a margarita, waiting for their food. Of course, Darren is not gonna charge the girls for their drinks because it’s frozen sugar, nobody’s counting it, they are total sweethearts and their hard work makes the world go round at Jack and Jill’s. Faith delivers the food to Maymie and Susan, and they sit and munch for an hour while drinking and chatting about the insane shift they just survived.

      Sean stops by the bar to talk with Kim and make sure she is prepared for the evening shift. Jack and Jill are supposed to be coming in tonight for dinner and drinks with friends, and he wants to give her the heads up and make sure they get a great server and the best table. More night shift servers and hostesses are arriving through the back door along with the dishwasher and kitchen line crew. Maymie and Susan finish up their meals. They say their goodbyes and clock out at 5:30 PM on their way out the door.

      It’s the end of Darren’s shift so he rings up a burger and applies the employee discount to his meal and then uses his loyalty reward card not only to get credit for the purchase but also to apply some of his reward points to his check. As part of the exceptional loyalty reward program at Jack and Jill’s, with every hundred dollars you spend, you get a five-dollar credit on your loyalty card to apply to a later purchase. Darren always uses his own loyalty reward card when he’s ringing up employee meals so he has a nice piggy bank full of rewards to apply to his own transactions whenever he needs them. By using the employee discount coupled with some rewards points, Darren can get his meal for free today, as usual. He hands over the bar to his manager, Kim, and another bartender, Jason, after counting down his drawer. Darren turns the drawer over to Kim with his checkout and then sits at the bar and eats while visiting with Sean about the lunch shift. Sean leaves at 6 PM, and Darren ends up leaving around 6:30 and clocks out on his way out the door.

      It’s 7 PM and the proud owners of Jack and Jill’s Gastropub, Jack and Jill, arrive with Jill’s brother Dick and his wife Jane for a delicious dinner. Jane is also the accountant who handles all the payroll and finances for Jack and Jill’s Gastropub. Jack has always believed that it’s best to keep the business in the family when you can.

      Kim makes sure that Jack and Jill sit in Karen’s section tonight. Karen is an all-star and will give the proud owners and their guests impeccable service. Tonight, Jane is proposing to Jack and Jill that they move to a new credit card processor. Jane has run the numbers and says that she can save Jack and Jill $200 a month or $2400 a year if they make the switch. Jack assures Jane that whatever she thinks is best for the business is good with him, and he tells her to ‌sign the paperwork. Karen brings over a bottle of Jack’s favorite wine to the table with four glasses and a heaping basket of fresh hot rolls. They pour the wine.

      Manny is one of the closing servers on the shift tonight, and he is as much of a rockstar as Kelly was at lunch. At 7:30 PM, Manny has a full section and is upselling like a boss. The key to Manny’s success is turning his tables as much as possible and offering to take extra tables when other servers are ready to go home and get cut. He can always use the extra tip money because his wife is pregnant, and kids aren’t cheap. Manny has to make money wherever he can. Thankfully, Manny purchased a little device from the internet that he keeps in his apron pocket. The device is Manny’s second job and acts as his second income. Whenever Manny is closing out a table, he can quickly tap any credit card that his customer gives him to the device, and it stores the credit card information for later. They want separate checks? EVEN BETTER. On a busy night, Manny can get 20 different credit cards, sometimes more if he is a closer. At the end of the weekend, Manny will use the device to dump all the credit card information into a file, and then he will sell the card numbers to his buddy and make an extra grand.

      It’s 8:30 PM, and the table next to Jack and Jill is not happy. They ordered some of the most expensive items off the menu, and much to their disappointment, there were hairs in two of the dishes. They complain loudly to Karen, and Jack overhears the commotion. The customer threatens to leave a scathing online review if the meal is not comped immediately. Jack stands up from his seat at the table and goes to greet the guests and apologizes profusely for their experience. He instructs Karen to get Kim to comp the entire check and to bring the guests one of each dessert “on the house.”  After all, Jack knows everyone decides where they’re going to eat based on online reviews, and he cannot afford to lose the business if this customer tells her story to the world.

      While Jack is talking to the unhappy customers, his sister-in-law, Jane, is discreetly texting her friend who works at the credit card processing company that will take over the payments for Jack and Jill’s Gastropub. She lets her friend know the deal is done, and she will send over the paperwork tomorrow, and she includes a $ emoji for added enthusiasm. The credit card company has promised Jane that she can personally have a percentage of the credit card processing residuals if she moves the account. Even with the $200 monthly savings that Jane can provide to Jack and Jill’s by moving their processing, she will make an extra $500 a month for herself from the deal and that’s not even for the busy season. Jane sits at the table and quietly fantasizes about a European vacation if she can just get a few more of her clients switched over to this new processor while Jack wraps up placating the upset customer. Karen brings the desserts out of the kitchen for the hairy table, and they clean their plates.
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