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This free guide aims to support you when you have been authorised to sell
or supply alcohol. It is designed for people working in pubs, bars, clubs, off-
licences and supermarkets.

At all times you need to be aware of your legal duty and responsibility
to work towards the four licensing objectives (Licensing Act 2003):

Prevention of crime and disorder
Prevention of public nuisance
Public safety

Protection of children from harm

This guide focuses on under age sales and drunkenness as two of
the many factors that challenge these four objectives. Common
situations where customers can test your duties include:

A Under 18s trying to buy alcohol

A Adults trying to buy alcohol on behalf of under 18s

A Customers already drunk trying to buy more alcohol

A lllicit drug activity

Everyone else working around the sale or supply of alcohol should ynd this
guide useful e.g. shelf stackers, glass collectors, cloakroom or toilet attendants
and door staff. You are often the extra eyes or ears for the rest of the team
and may be able to spot signs early.

You are invited to use this guide as an introduction or refresher
to training. Look out for the following keys as you go along:

a Facts and useful information
(—3 Questions to think about or discuss

ﬂ Takeaway tips for action

|#  Space for notes
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Is it true or false that.?

6Challenge 256 reminds staff to check proof of age I.D. with customers who are lucky

enough to look under 25 years of agef

True False (see page 5)

dPolice can issue an on-the-spot yne of A80 to any person who serves or supplies

alcohol to someone who is already drunkad

True False (see page 7)

6Explaining the law and offering non-alcoholic

drinks is a useful way to safely manage customers

who appear to be drunkj

True False (see page 8)

6Alcohol is a stimulant drugb

True False (see page 13)

¢There are certain times when people should
avoid alcoholb
True False (see page 20)

6Following the introduction of Health and Safety
at Work Act, the number of deaths caused by
work fell by over 75%6b

True False (see page 22)

thirsty?

Tuni.

S

Manchester

Copyright © 2007 Manchester Public Health Development Service NHS
Produced by-Manchester Public Health Development Service - Revised Edition January 2009 1




N o A A
It will not always be a building with a formal address and postcode. Premises can include, for
example, public parks, recreation grounds and private land.

A fiPersonal Licenceo is required by at least one person to sell or supply alcohol, and to
ofycially authorise staff to sell of supply alcohol (the fiPersonal Licence Holdero).

o D D D D D U D D D D U D D D D D D D D D D D DD A fiTemporary Event Noticed (TEN) is required by the individual in charge of a temporary event
(the fiPremises Usero). TENs can be given for part of a building, a public park, or private land.
D D D D D D D DU D D D D D D D D Licensable activities are then only lawful in the speciyed area during the speciyed time.

All premises that have a fipremises licenceo to sell or supply alcohol must have a named

LY ¢ person who is in day to day control of the premises and its operation. This person is called
L a fiDesignated Premises Supervisoro (DPS). The DPS must have a personal licence to sell or
supply alcohol. Note: if you are working at a temporary event, the fiPremises Usero is the named
p ; person in control of the event.

What licensable activities have been ofycially allowed where you work?

Q: Is the Licensing act all about 24 hour drinking?
A: No. Essential ly the act promotes four objectives:

prevention of crime and disorder
prevention of public nuisance
public safety

protection of children from harm

What are the permitted hours for the sale of alcohol where you work?

It allows for individual opening hours and broader entertainment provision. These provisions
are subject to objections and if problems occur, a licence can be reviewed or revoked. Changes
could be imposed such as changing the manager, reducing the hours and switching off music
at a certain time. Applicants and holders of licences must have an accredited qualiycation and
are subject to a criminal records check.

Can you think of situations that threaten these four licensing objectives?
e.g. allowing underage sales threatens the objective fiprotection of children from
harmo

How do you ynd out who is in charge at the start of your shift? How do you contact
them if you need advice or support during your shift?

Q: What is a licence? Has the DPS signed a form of delegation authorising you to sell alcohol? If you are
A: A licence gives a person or place official permission asked to sign an induction checklist, make sure you are fully aware of your own duties

to carry out a Licensable activity. and the risk of on-the-spot ynes.

A AiPremises Licenceo ofycially allows a place to:

Sell alcohol by retail

Supply alcohol by or on behalf of a club to, or to the order of, a member of a
club

Provide regulated entertainment

Provide late night refreshment

'SUPERBOOZE |
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Itis important to keep a record of all training you take part in, including your induction
and any refresher training. Your training record must be available for review by the
police, trading standards and environmental health ofycers.

‘Chal lenge 25’ reminds staff to check proof of age ID. with
customers who are lucky enough to ook under 25 years of

This is true.
Date Title of training Test result Manageris signature Refresher date
A It is illegal to sell alcohol to under 18s. The member of staff responsible can
be yned A80 (yxed penalty notice) with a maximum yne of A5000. The
Personal Licence Holder can also have their licence suspended.
The under 18 can be yned A50 (yxed penalty notice).

A It is illegal to sell tobacco products to under 18s. The member of staff
responsible can be yned up to A2500. Tobacco products include cigarettes,
cigars, loose rolling tobacco and rolling papers, and the law applies to both
over the counter and vending machine sales.

A It is also illegal to knowingly sell alcohol to an adult who is buying on behalf
of under 18s (proxy sales). The member of staff responsible can be yned A80
(yxed penalty notice). The adult who buys the alcohol could be yned A80
(yxed penalty notice) with a maximum yne of A5000. The under 18 can be
yned A50 (yxed penalty notice).

- Please note. You can legally sell beer, wine, or cider to an adult if they are
buying on the behalf of a 16 or 17 year old when they are having a table meal
(not bar snacks) on relevant premises e.g. pub restaurant. The 16 or 17 year
old must remain in the company of an adult.

There are only three forms of I.D. which are acceptable as proof of age:

Passport
Photo Driving Licence
i PASS card displaying tamper proof hologram

Staff often give in to demands because they feel intimidated. People who back down risk a
yne, prosecution or having the licence revoked. The job becomes more difycult with pressure
from friends or neighbours, a busy shift, intimidating attitudes, large groups or threatening
behaviour. However, you have a legal responsibility to refuse service of alcohol.

If you think a customer looks under 25, you should ask to see an acceptable form of I.D.
Remember to check I.D. again even if you have door staff or security staff. If you think you
served them earlier, or you think you know their age, ask again. If in doubt, remember that
you are perfectly within your rights to refuse a sale even if someone has shown you some form
of I.D. Clocking the date, time, appearance of the customer, type of I.D. if shown, and items
refused helps keep good records.

Do you have signs advertising a iChallenge 25 Policyd and acceptable 1.D.? Has your
supervisor told you about test purchase operations?

This guide has been designed as a forerunner to further training and not as a replacement. You
should have refresher training every six months and show you have been/tested on your knowledge
and skills. Formal courses such as the Bll Level 1 Award in Responsible Alcohol Retailing )
and Level 1 Award in Conpict Management are recommended. See the back of this booklet \

for more training options.
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‘Police can issue an on-the-spot fine of £80 to any person who
serves or supplies someone who is already drunk’

This is true

Collins English Dictionary

drunk, adjective, intoxicated with alcohol to the extent of losing control over
normal physical and mental functions
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Most people are aware of the age when it is legal to buy alcohol and the need to challenge
customers who look under 25. It is one of the biggest responsibilities you face when you are
selling alcohol to the public. But itis not the only one.

o It is illegal to sell or supply alcohol to someone who is already drunk.
The member of staff responsible can be yned A80 (yxed penalty notice) with a
maximum yne of A1000.

o It is illegal to sell alcohol to a companion buying for, or asking for, a person
who is already drunk. The member of staff responsible can be yned A80
(yxed penalty notice) with a maximum yne of A1000. The écompanion can also
be yned A80 (yxed penalty notice).

Fixed penalty notices work in a similar way to parking tickets and offer the chance for you to
pay a yne and avoid prosecution for the offence. Remember if prosecuted for an alcohol related
offence anyone can face ynes up to A5000. The Premises Licence could also be suspended or
revoked. Evidence such as CCTV can be seized to prove the sale or supply took place.

The same laws apply at Temporary Events.

The customer also faces ynes and prosecution after drinking alcohol. For example:

o People can be arrested for drunk and disorderly behaviour.
o People can be arrested for drink driving the morning after.
o People can be arrested for drinking in the street.

The law still applies to free tastings.

o Alcohol should not be left unattended in the demonstration area.

o Use a sample size of 5ml. Ensure customers cannot return for repeated
tastings.

o Parents should not be allowed to give their children a taste fijust to see what
itds likeo.

/
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‘Explaining the law and offering non-alcoholic drinks is a
useful way to safely manage customers who appear to be
drunk’

This is true.

Collins Engllsh Dictionary o

Risk, noun, a person or thing considered to be a potential hazard

o We all weigh up risks every day, looking out for signs of danger before we act.
When selling alcohol you need to purposefully think about the signs of
drunkenness (intoxication) and when to act.

o Serving customers who are already drunk and selling to under 18s are two of
the many potential hazards that challenge safe and legal operation.

o All premises need to demonstrate that staff have received training in the
prevention and management of drunkenness.

A person becomes drunk when they are drinking alcohol faster than their body can get rid of it.
Popular caffeine based drinks can also speed up the effects of alcohol. There are some basic and
advanced signs of intoxication listed on the next page. There are also more obvious signs worth
mentioning, like friends shouting filim so drunkod across shop aisles, toilet cubicles or urinals in
pubs and clubs. Make a decision to refuse service early rather than when itis too late.

TOP TIPS for bars and clubs

Look out for: sports events, student events, singles events, karaoke.

Encourage more: seating, low noise levels, serving food, communication between the team,
DJ announcements (up-selling the food menu, non-alcoholic drinks, low alcohol drinks), other
distractions which donit promote the use of alcohol as édutch couragel.

More signage: stick up customer signage near the bar displaying the law, advertise a non-
alcoholic drinks shelf (driveris shelf), display abv % and units of products on to wine lists,
cocktail lists, bar menus.

Offer transport: set up freephone taxi, public transport information.

TOP TIPS AS AN INDIVIDUAL SERVER OR RETAILER

Look out for: more than one sign of intoxication (drunkenness) to make a reasonable

Recognising Drunkenness

KABCS Intoxication Advanced Intoxication \

Appearance Poor focus/no eye contact Falling asleep
Eyes bloodshot Drooping eyelids
Unaware of spilt food Very dishevelled, sick/urine stains

Behaviour Becoming argumentative  Very aggressive/threatening/violent
Overfriendly/disinhibited Inappropriate sexual advances

Co-ordination Bumping into things Very unsteady on feet
Occasional stumbling Severe staggering
Sways when standing still Needs wall for support/holding up

Speech Loud/repetitive Doesnit make sense/loses train of thought
Often slurring words Very slurred speech

Difyculty forming words Unable to speak j

TOP TIPS WHEN REFUSING SERVICE

a) Protect yourself, remember you are saving yourself a yne.

b) Know in advance what you can up-sell as alternatives to alcohol.

c) When you make your decision, explain the law, tell them youire sorry, explain
you want to keep your job and avoid a yne.

d) As with all customers, give them your attention and keep regular eye contact
as you talk.

e) A quiet word early can take the heat out of situations but if the customer
shows signs of aggression be cautious and sign for assistance.

) Help less experienced team members if they try to catch your attention.

g) Offer higher authorities to speak to like your supervisor.

h) Point to customer signage: Aitis against the law for our staff to sell alcohol to
customers who are already drunko.

i) Use closed statements that do not leave as much room for debate or

discussion. For example fiThereis nothing 1 can do. | will lose my job if I serve
you alcoholo. Positively up-sell one or two alternatives again.

1)) Let the customer know you have time to give assistance. Be pro-active and
discuss plans to get safely home (taxi, public transport, stay with friends).

Accurately record all information about the episode. For example some venues have a button on

the cash till to record refused sales (either for underage or for drunkenness), some have a log
book, or a computer database.

~

What does a person with alcohol poisoning look like?

judgement. Remember it is possible that a customer may not be drunk but has a medical
condition or disability. Make decisions free from discrimination.

What kind of medical conditions or disabilities affect mobility,
coordination or methods of communication?

a) the person may be collapsed

b) they may be difycult or impossible to wake-up
¢) the body may be cool and clammy

d) their breathing can be slow and noisy

e) the pupils of the eyes may be wide

f) they may be vomiting

g) they may be having yts

h) they may have wet themselves

Remember it is possible that a customer may not be
drunk when showing these signs. Even more reason
to check with the First Aider and take control of the

K situation. J
/
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You request further support and assistance without delay. In an emergency call 999.

You check out your own and the safety of any person nearby (especially if there are families
with children present). If the person cannot be moved you may need to isolate the area and

ask other people to move instead.
You continue to talk to the individual saying you are concerned and are there to help.
If possible obtain the following details from the individual or any person related to them:

a) Were they drinking prior to arrival (at home or another bar)?

b) When did they last eat?

c) Have they taken any other substances?

d) Are they on any prescribed medication or suffering an illness?

e) If they have drunk alcohol, what did they drink and how fast?

f) If possible encourage the individual to describe any pain or discomfort they may be
experiencing.

The First Aider will be responsible to monitor them in a safe position until paramedics
arrive.

Accurately record all information about the episode as an tincidenti (taken from above).

Caution — 999 is not for inappropriate use.
Do not use 999 as a way to move customers off your premises.

Make a note here of the names of the designated First Aiders

Make a note here of where you would ynd the nearest First Aid box

S
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Collins English Dictionary

Communicate, verb, to make known or share information, thoughts or feelings

Verbal or non verbal communication

Non verbal T your posture

Non verbal T your eyes

Non verbal T your facial expression

Verbal T your voice

Verbal T your use of language

Non verbal — your arms, hands, gestures

Non verbal T your positioning

Non verbal T your movement

Non verbal T your surroundings

Tips for customer service:
communicating clearly and calmly

Hold an upright or straight posture,
keep both feet on the ground

Keep regular eye contact

Avoid frowns or smirks which do not
match your meaning

Keep a professional tone. Remember
to breathe

Use clear words, free from
discrimination

Open palms, relax, avoid pointing yngers

Talk iéside-oni to the person
(not dhead-ond)

Move your pace according to the situation
Lower noise levels and watch the

distance between you and the customer
(too close or too far away)

You see a group of people holding up a friend who appears to be drunk, what do you do?

Another member of the team signs to you for help with a customer who appears to be drunk,
what options are available?

You want to refuse a sale, can you think of a sentence that you would feel comfortable saying?

Do you have signage/posters that you can point to?

Spend 5 minutes observing people around you. Note their facial expressions, gestures,
movements, posture. Think about how they come across to other people. For example:

What you saw What you thought

Pointing whilst speaking The person looked angry

Regular eye contact They looked like they were listening to

each other




LoD ooidoigboidodiooogdodnd

You may think “I'l'l cause more trouble refusing the sale”
Think about what happens to that person?

Theyibve left your premises but what happens then?

Vomiting or urinating in the street
Collapsing in the street

Road trafyc accidents

Hospital admissions with alcohol poisoning
Hospital admissions with head injuries
Hospital admissions with facial injuries
Drownings

Fire fatalities

Assaulting others (known or strangers)
Victims of assault (known or strangers) including sexual violence
Damage to cars, shop windows, bus shelters, private residences

Theft or loss of personal property

Find out how your company exercises a duty of care to
customers who appear to be drunk. for example, Providing
quiet areas, links to a local taxi service, free snacks with a
soft drink.

You are a salesperson as well as a responsible retailer. Your customers who are drinking
moderately can tell their friends, family, workmates. They will be the ones who will remember
the experience the next day.
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| ‘Alcohol is a stimulant drug’
| This is false.

o Alcohol is a depressant drug. Depressant drugs temporarily switch off different
areas of the brain (see below) and slow down the bodyts reactions.

o Alcohol is classed as a drug because when it is consumed it affects the
physical, mental, emotional and behavioural state of the drinker.

Co-ordination

Memory
Speech

) ) Senses
Emotions & Insight

Brain stem

The Effects of
Alcohol on the Brain:

Emotions and insight centre T boldness, conydence, sidetracking, misinterpreting what people
say or situations, and anti-social behaviour (e.g. urinating in public, noise nuisance, damaging

property).

Speech centre 71 longer sentences, mispronunciations, slurred sounds and reordered letters and
words.

Co-ordination centre 7T stumbling, swaying, staggering, misjudging objects and targets.

Senses centre T double vision, narrow vision, weakened hearing, numbing bodily feelings
(e.g. not feeling pain or the temperature).

Memory centre T patchy recall or even fiblackoutso.

Brain stem centre 7 sleepiness, loss of consciousness, slowed heart rate, slowed breathing rate,
and lost repexes (e.g. figag repexd when vomiting). Switching off or slowing down your brain stem is
dangerous and can be life threatening (see page 9).
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Mixing different alcoholic drinks and drugs can have unpredictable effects. The effects
depend on a number of things, including the personés size, mood and the amount or
combination of the drugs used. It is illegal and dangerous for anyone to purposefully add
substances to someoneis drink (including alcohol).

S~ __—

- AR L R A A T Ray
Amphetamines and alcohol, ‘ VTR ]
Stimulant and depressant

Amphetamine use puts a lot of strain on the heart. It can lead to anxiety, depression, irritability and
aggression as well as psychosis and paranoid feelings. Regular use of amphetamines and alcohol
weakens the immune system so people easily pick up colds, pu and sore throats.

Ecstasy and alcohol, 0 0
Stimulant and depressant (D000DODOMOUDO0noUnOtoonooaOn

Taking ecstasy with alcohol increases the likelihood of dehydration and overheating. People can
get so intoxicated that they donit realise they are in danger of overheating or getting dehydrated
(ddouble heat-strokel). Ecstasy can also cause the body to release a hormone which prevents the
production of urine. It can put extra pressure on the heart, the liver and the kidneys.

Cocaine and alcohol, { ]
Stimullant and depressant

(D00UDODOMOUDO0InoUnOOoon0oaOn

Taking cocaine with alcohol is particularly dangerous because a third toxic chemical is produced in
the body, cocaethylene. Cocaethylene puts extra pressure on the heart and liver but also increases
body temperature. Healthy young people have been known to have convulsions or a heart attack
after mixing alcohol with cocaine. Whilst under the inpuence, users can also appear over-conydent
or aggressive in the absence of typical signs of drunkenness such as slurred words, staggered walk,
etc. Cocaine can lead to anxiety/panic, depression as well as paranoid feelings.

Mixing alcohol with stimulants often makes users feel less drunk than they really are so
they can keep drinking for longer

GHB and alcohol, ‘ 00000C00DONNOIOROONICOON0000000000000D
Depressant and depressant

([0DODooo0OIDOooo0oD

Taking GHB will slow down the bodyis reactions. GHB on its own can cause sleepiness, nausea,
vomiting, muscle numbness or stiffness, and confusion. Small doses can feel similar to having a
few drinks of alcohol: inhibitions are lowered and sex drive can increase. High doses can lead to
convulsions, coma and respiratory failure. Taking GHB with alcohol increases the chances of all
these consequences happening with more intensity. Because itis almost tasteless (and can knock
someone out), it has been used in cases of Drug Facilitated Sexual Assault.

Heroin and alcohol, 000I0NO00UooOOOtOCOmoOo00MOit0000D
Depressant and depressant

000000

Smoking or injecting heroin with alcohol increases the risk of overdose and death due to unpredictable
effect on lowering levels of consciousness. Drinking alcohol while prescribed methadone also
increases the risk of overdose due to the unpredictable effect of lowering levels of consciousness.

/\/

ketamine and alcohol, { OO000NI00I0DD0U0000R D000
general anaesthetic and depressant OanooInanoao

Ketamine users may be physically incapable of moving while under the inpuence, feeling like their
mind and body are separated. High doses alongside alcohol can dangerously slow down breathing
and heart rate and can lead to death due to lowering levels of consciousness. Because ketamine
is an anaesthetic, numbing feelings of pain, users can injure themselves badly without realising it.
Some people donit realise it is illegal to possess ketamine and supply it.

Cannabis and alcohol,

mild sedative 7 Hal lucinogen O00I0oo0mooioooiCoOoDI0DoO0mot 00O
and depressant

[0000000n0o0t0Nudnon00ooIdiiooot0

Taking cannabis with alcohol increases the chances of feeling sleepy and sick. They both affect
coordination, which is why drug driving or riding is just as illegal as drink driving or riding. There
is also a link between cannabis use and mental health problems like psychosis and memory loss.
Regular, heavy use makes it difycult to concentrate, some people begin to feel tired all the time

and canit seem to get motivated which can be more intense after alcohol use.

Mixing alcohol with other depressant / sedating drugs intensiyes the islowing downé or
éswitching offt effects of the drugs and increases the likelihood of accidents, injuries,
passing out or overdosing

If you are serving alcohol in a bar, you must decline requests from customers to add
extra alcohol to unknowing friends/partners. People may spike drinks as a prank or
with the intent of assaulting, robbing or sexually assaulting another person. For more
information on drugs visit: www.talktofrank.com
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o The average, healthy liver will get rid of 1 unit of alcohol per hour . . .
Lower risk drinking levels
o Drinks are often stronger in alcohol these days and measures are often larger
so one drink doesnit always mean one unit of alcohol _ The recommended lower risk levels for men and women are:
o Drinks require a licence to be sold or supplied when they are more than 0.5% (abv) o Women should not regularly drink more than 2-3 units in one day.
o When pregnant or thinking about conceiving, no alcohol = no risk of harm.
o Men should not regularly drink more than 3-4 units in one day.
Common drinks abv Units
By regularly we mean most days of the week or every day. Alcohol is a habit forming
Half a pint of premium lager 5% 1.4 drug so it is a good idea to have one or two alcohol free days a week.
35ml measure of spirits 40% 1.4

Binge Drinking

275ml bottle of RTDi brand 5% 1.4
A binge is deyned as drinking double your daily allowance in one day.
250ml glass of wine 12% 3 1.4

UK Women = 6 units of alcohol +
i Units
250ml glass of wine 14% 3.5 Men = 8 units of alcohol +

After an episode of binge drinking it is advisable to refrain from drinking for 48 hours
Product category abv to allow tissues to recover. Men drinking more than 50 units a week and women
drinking more than 35 units a week are at a higher risk of long-term health harm.

Alcohol Free abv is less than 0.05%

De-alcoholised abv is less than 0.5% Why are women advised to drink less than men?

Low Alcohol abv is between 0.5% and 1.2% Womenis bodies have a smaller proportion of water to fat than menis bodies. So they have =
less puid to dilute the alcohol. This means their blood alcohol level may rise more quickly after _ag’
drinking %_

)

o 1 UK unit = 8g or 10ml of pure alcohol The average woman (58kg) weighs considerably less than the average man (70kg) g

)

and has less tissue to absorb alcohol. Again this means their blood alcohol level may rise more

quickly after drinking
To work out fiunitso, there is a formula that has been around for more than 20 years. The drinksb

industry use this calculation when they label packaging of alcoholic drinks. We all round up our Women appear to have lower levels of an enzyme (AHD) in their stomachs, so alcohol stays in
calculations to one decimal point. Here is the formula: the stomach for longer before reaching the liver. This means blood alcohol levels stay higher
o for longer
abv multiplied by ml )
— = Units
Divided by 1000
Unit calculator wheels can be ordered for free from www.drinkawaretrust.org.uk It is important to note that men are not able to ¢hold their drinki any more
than women.
Take a ook at some Alcoholic products and write down what Both a man and a woman will have drunk the same amount of units of
you see on the labels. do you need a notice displaying units? alcohol when they match each other drink for drink.
Product Size/Volume of liquid abv % Units The differences would be in how quickly the alcohol affected them and for

how long.

Men face as many risks of harm to themselves or to others.




