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DRIVE THRU
Learn all about it

• Only the Highest Quality Food •  The Highest Personal Standards •  Out-of -this World Hospitality
 • A Healthy, Growing Company •  A Great Place to Work

  Updated February,  2018.  These materials are CONFIDENTIAL and are prohibited from disclosure outside of DMI/Franchisee

Employee Training Schedule

 Pre-training DAY 1 DAY 2

•  All drive thru employees  
must be certi! ed on the   
following positions:   
Orders, POS Orders &   
Register, and C&P to go.

•  Questions?
• Complete pre shi"  duties with a 

trainer.
• During the shi"  (both   

have headsets), trainer   
talks to customers and   
trainee enters orders into  
POS and gives food to   
customers.

• A" er shi" , complete post shi"  
duties with a trainer.

•  Questions from the 1st   
day?

• With trainer observing   
complete pre shi"    
duties.

• During the shi" , (both have 
headsets) take orders with the 
trainer listening. Trainer will assist 
if needed.

• A" er the shi"  with the trainer 
observing, complete post shi"  
duties.

• Certi! ed trainer completes 
observation checklist on trainee.

• Take test.

HEALTH IS IN YOUR HANDS
•   In order to keep our customers and 
families safe, you must memorize and 
follow all the procedures in the Food 
Safety POP.

 SETTING UP YOUR STATION
Step 1:   Set up your sanitizer bucket and towel.  Check sanitizer 
PPM with a test strip.

Step 2:    Observe while the manager counts your drawer down in 
the o#  ce, verifying that you have the correct amount.

Step 3:    Wipe down the outside menu board using a paper towel 
and glass cleaner.  While outside, work with an employee or 
manager inside to ensure the display screen and headsets are 
working properly.

Step 4:    Wipe down the drive thru window, including the gaskets 
and door slide, using a paper towel and glass cleaner.

Step 5:     Set up the drive thru drink station.  Reassemble the 
fountain machine with the sanitized nozzles.  Set up 2 tea 
urns.  Starting closest to the fountain machine, place 1 urn with 

unsweetened tea, then place 1 urn 
with sweet tea.  (Black Currant Tea 
is an optional 3rd urn for delis with 
frequent requests.)  Fill the ice bin, 
stock to go cups, lemons, sweeteners, 
and straws.

Step 6:   Administrative items – make 
sure that you have a pen at your 
station.

Step 7:   Wipe down and sanitize area.

TAKING AN ORDER AT THE DRIVE THRU MENU BOARD
Step 1:    Greet the customer with a smile.  “Hi, welcome to Jason’s 
Deli, my name is (your name), are you picking up an order or 
would you like to place an order?”  
  
• If the customer says they are picking up an order, say “Can 

I get the name on the order” A" er you get their name, say 
“Thank you, can you please pull forward to the window?”

• If the customer says they need to place an order, say 
“Place your order when ready and if you have any 
questions I am happy to help.”
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• Remember Out of this World Hospitality. Be friendly and 
helpful. Tailor your service to what the customer seems to 
want. If they’re in a hurry, politely speed up your service and 
don’t ask unneeded questions. If they seem confused or don’t 
know what to do, be patient with them.  Let them know how 
our system works and o$ er suggestions.

Step 2:    Assign an order mode for each order taken.  You will 
utilize the “Window” key for each drive thru customer placing an 
order.  Customers picking up an order will already have “Pick Up” 
assigned to it.

Step 3:    When the customer orders an entrée, inform the customer 
of the side options available for that entrée.

Step 4:     O$ er the customer a drink by saying, “Would you like a 
coke or tea?” If they say yes, ask what size they would like.  If they 
ask for a water, say “Would you like a bottled water?”

Step 5:     Repeat the order back, give the customer their total, and 
direct the customer to the window.

Step 6:     Print 2 receipts.  1 will be placed on the ticket rail used for 
C&P To Go.  The other will be placed on the ticket rail used for the 
drive thru.  If you have a printer at the C&P To Go station, you will 
only need to print 1 receipt.  it will be hung on the ticket rail used 
for Drive Thru.

•  The ticket rail will be used to assist the drive thru employee.  
The receipts will be kept in order as the customers are pulling 
to the window.

• If a customer is picking up an order, the drive thru employee 
will print their receipt, place it in correct order on the ticket rail, 
and communicate with crew to  ensure order is ready.

• If a customer is asked to park, the drive thru employee will 
write the parking spot number on the receipt to ensure that 
the order is brought to the correct customer.

  ASSISTING THE CUSTOMER AT THE WINDOW
Step 1:   Make eye contact.

Step 2:     Greet with a smile and say, “Hi, how are you today?”

Step 3:     Repeat the order back and politely give them their total 
followed by a please.  For example, “You have ordered a Plain 
Jane, Kids Alfredo and a bottled water.  Sir, your total is $17.50, 
please.”  

Step 4:   Hand the bag to the waiting customer and say, “We really 
appreciate your business today!  If you have to ask a customer 
to park, be very polite in asking them to pull forward into the 
designated waiting area.

Step 5:      Say “Thank you, come back and see us soon!”

 PARKING A CUSTOMER
•  Occasionally, customers’ orders may take extra time to 

prepare and they will need to be parked. 

• Only park a customer if their order is incomplete resulting in  
delaying other customers with completed orders.

• Direct the customer to a parking spot and inform the 
customer their order will be brought out shortly.

• Only park a car if a designated parking spot is available.

• As soon as the order is complete, have an available 
employee or manager run the order to the customer.  Repeat 
the order to the customer to ensure accuracy.  Thank the 
customer and apologize for the wait.

 MENU OPTIONS AT THE DRIVE THRU
•   Although the menu board has a limited selection, our 

customers may order from the full menu at the drive thru.

• We will allow customers that placed orders in advance to pick 
up at the window. This makes it imperative to repeat all orders 
to customers.

•  For an one trip salad to go, follow the spec as listed in the C&P 
To Go POP.  Custom salad bar orders will not be o$ ered in the 
drive thru, but may be  picked up in the drive thru if ordered in 
advance.

• If a customer requests ice cream, politely inform them that the 
free ice cream is self-service for the customer and invite them 
to help themselves.

 POST SHIFT DUTIES
 Refer to the Daily Checkout Pop for a breakdown of cleaning and 
restocking duties.

 When closing the Drive Thru for the day, complete the following in 
addition to the checkout guide duties:

• Empty the tea urns and throw the tea away.

• Unscrew the tea spigots.  Disassemble all parts and wash with 
multi-purpose cleaner.  Rinse with water.  Then, soak them 
in sanitizer for a minimum of 10 minutes.  Let them air dry 
overnight.

• Tea urns will be washed using multi-purpose cleaner and 
rinsed with water.  Spray the urns with sanitizer and allow to air 
dry overnight.

• Clean the coke machine by taking o$  the drink spigots and 
washing them with multi-purpose cleaner.  Rinse with water.  
Then, soak them in sanitizer for a minimum of 10 minutes. Let 
them air dry overnight. 

DRIVE THRU
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DRIVE THRU
OBSERVATION CHECKLIST
To be completed by a manager:

  Practices proper sanitation procedures and washes hands o" en
 

   Set station correctly and resets the station a" er the shi" .

   Handles all guest interactions correctly, following the 5 hospitality rules.

  Communicates needs with other positions and managers.

   Understands how to handle customer concerns.

To be completed by the certi" ed trainer:

  Properly greets customers and asks if they are picking up or placing an order.

   Takes orders accurately with no mistakes.

    Properly follows procedure for parking a customer.

   Repeats the order back to the customer before handing them the food.

 Thanks every customer.

I understand all of the above, and agree to complete these on every shi# 

Trainee Signature

Manager Signature


