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   VII.  Home Work 





Where is everybody?

I had been running the Production area for several days in a row, and I noticed that we kept 
getting behind on orders on the KVS. Even with both sides of the prep table open, we just couldn’t 
keep up. I kept having to jump in and help out with assembly. 

One day, I decided to take some time to observe what was going on before jumping in to help. I 
was able to figure out the problem pretty quickly. Crew kept leaving their stations to get stock or 
to sweep the floor. This caused production to back up. Front Counter crew were placing bags of 
uncompleted food orders at the HLZ, and the customers were upset because they had to wait.  

After that, I started paying more attention to stock levels before the rush. By making sure there 
was enough stock for the rush, no one had to leave their stations. 

We now have a code word for our crew during the rush – “SIP” for 
“stay in place”! 



Pre-shift planning

You will be more organized when you learn to look at all 3 areas: 

The Pre-Shift Checklist will help you do this. Here is an example of 
one.  

As you complete your checklist use the following letters to indicate 
what needs to be taken care of. 

 = completed 
 = action needed 
 = action taken 



Pre-shift planning helps you and your crew achieve the best performance by coordinating people, equipment, and product to 
maximize their effectiveness. Pre-shift planning also prevents problems by identifying and correcting such things as being out of 
paper products and equipment failures before the shift starts. If you don’t take the time to plan your shift by checking the 
condition of the area, you may run into problems later and never get back on track.

The best way to develop your plan is to conduct an area travel path and pre-shift checklist about 30 
minutes before you are responsible for the shift. 



BREAKFAST LUNCH SNACK DINNER O.N.

DATE:

OUTSIDE CLEANLINESS

Drive Thru window clean
Flags in good repair
Trash cans not over flowing, no skirt, lids clean

GREET ALL CREW AND MANAGERS

Patio/Front Walk Clean, Free of Debris

Parking lot and drive thru free of trash and debris
corral floor clean. Lid on dumpster in good
repair & closed

All lights working properly
Landscape free of debris and trash
Sidewalks clean and in good repair
Menu board clean
Drive thru speaker clean
Listen to order taker (Friendly, Offer App, Clear
Communications, Back 2 Basics, Suggestive Selling.)

PRE SHIFT CHECKLIST

BREAKFAST SHIFT MANAGER NAME:
LUNCH SHIFT MANAGER NAME:
SNACK SHIFT MANAGER NAME:
DINNER SHIFT MANAGER NAME:
THIRD SHIFT MANAGER NAME:

Production Leader
Production Leader
Production Leader
Production Leader
Production Leader

GEL
GEL
GEL
GEL
GEL

BREAKFAST LUNCH SNACK DINNER O.N.Curbside/Pull Forward 
Curbside and pull forward signage cleaning in 
good condition  and visible 
Apron/caddy clean and fully stocked for proper day part 
Safety vest clean and readily available 
Product outage accurately reflected in GMA 

BREAKFAST LUNCH SNACK DINNER O.N.

Drink Station Clean, Drain, Beside, and Behind towers.
Windows, and Door Glass

DINING ROOM AND LOBBY

Restrooms Clean Floors, Sinks, Mirrors, countertops,
Toilets, Urinals, Soap
Toilet Paper, Walls, Vents, Baby Changer clean and
liners filled

Entrance way Rugs clean, Floors swept, Thresholds
clean, Door glass clean

Are all tables clean
Does trash need changed
Condiments area need stocked
Floors need swept or mopped, Wet floor signs clean
and available.
TV's on correct channel and at correct volume
Playland clean, tables, chairs, floors, restroom

Unassisted pickup stations clean and identifiable 
Kiosks are on and clean 
Sanitizer stocked on kiosks 
Receipt paper stocked on kiosks 
Product outage accurately reflected on kiosks 
Table tents are clean and stocked at kiosks 



BREAKFAST LUNCH SNACK DINNER O.N.

BREAKFAST LUNCH SNACK DINNER O.N.

SERVICE AND DRIVE THRU AREA

Shake and sundae area clean and stocked
McFlurry & Frozen Soda area clean and stocked
ROA Staging area clean, and stocked
McCafé area cleaned & stocked (Coffee, Tea, Drizzle, and
Flavor bottles have Dates/times.)
Proper number of pies ready & timed

Front counter clean and clear (No stock, towels, dirty lobby
trays on Counter)
Trash can under counter clean and lined

Buns stocked & timed, freezers stocked with product
covered, refrigerators stocked & timers marked

eProduction updated, followed.

UHC Cabinets timers on, proper levels, tops clean
Assembly table clean, organized, products dated
& timed
Trash cans not over flowing cleaned and lined

KITCHEN AREA

Adequate supply of clean sanitized towels available
All condiments, cups,lids,straws,bags,napkins stocked
Fry area clean(Glass&Mirror) No salt build up in bin
Shortening levels correct? Fryers need skimmed
Floor swept and mopped? No grease build up

Grill clean and LRS in place Clams closed when not
in use
Fried products area clean and stocked
Shortening levels correct? Need skimmed
Floor swept & mopped? No grease build up
Adequate supply of clean sanitized towels available

BREAKFAST LUNCH SNACK DINNER O.N.Delivery 
Delivery station fully stocked with condiments, bags, 
stickers, cup holders and napkins/straws 
Tablets for all 3PO’s are on and charged 
Hours of operation accurately reflected on delivery tablets 
Product outage accurately reflected on delivery channels 
Staging and fulfillment zones are clean  stocked and cleared 
for prepared orders 
Delivery assembly station guides posted or readily accessible 



BREAKFAST LUNCH SNACK DINNER O.N.

BREAKFAST LUNCH SNACK DINNER O.N.

BREAKFAST LUNCH SNACK DINNER O.N.

#4 Appearance

ANY AREA THAT IS MARKED NO; NEEDS TO BE CORRECTED BY MANAGER BEFORE
TAKING OVER THE SHIFT

#3 Comfort & Convenience

Opened packages of food covered or wrapped
All products within shelf life
Proper rotation being followed(FIFO)
All product off floor
Evaporator and ceiling free of ice

Temperature 0 or below
FREEZER AREA

Opened product covered and wrapped
Secondary shelf life clearly marked
All product within shelf life
Proper rotation being followed (FIFO)
All product off floor

Floor swept and free of debris
REFRIGERATED AREA
Walk in at 40 or below

Proper rotation of food products (FIFO)
All products stored off floor
Check coke tanks, bag in box. Any need changed
Box tops cut
All shelves neat and organized

Priorities

Floor swept and free of debris
DRY STORAGE AREA
All product within shelf life

Floors need swept.

#2 Quality & Service#1 Safety

BREAKFAST LUNCH SNACK DINNER O.N.
Sinks cleared no dirty dishes

Trash can cleaned & lined
Floors swept & mopped
Buns rotated, all products in code
Trash bin clean
Trash need taken out

Ice machine, ice bucket clean & stored properly?

BACK ROOM AREA

All boxes broken down
Oil tanks grease bin cleaned and no build up



Planning for equipment
Equipment that is working correctly has a direct impact on many areas of operations, including quality of product, crew 
morale, and costs related to repair and replacement.  
Equipment in your area should be set up, working, and calibrated properly. This includes the availability and placement of 
small equipment items like spatulas and fry scoops. 
If equipment is broken, determine what you need to do to get it repaired. Often you can fix it yourself by following the 
simple troubleshooting steps below. 
Troubleshooting

 fryer vat snapped into the quik-disconnect?

If the equipment is still not working after you check these areas, refer to the equipment manual for more detailed 
troubleshooting information or communicate the problem to your Shift Leader. 

McDonald’s Planned Maintenance System is a program that helps manage the costs of maintaining equipment and ensure that 
proper product quality is delivered to the customer. Usually an assistant manager is responsible for the Planned Maintenance 
System. The assistant manager delegates tasks and follows up to make sure Planned Maintenance (PM) is being performed as 
scheduled during the year throughout the whole restaurant. Some tasks are done only once a year, but some are done 
monthly, some are done weekly, and some are done daily. In addition to equipment that requires daily maintenance, there are 
19 daily PM tasks: 

o  
o
o
o  

 
o  
o    

o
o
o
o
o
o
o
o
o
o
o
o
o
HOMEWORK ACTIVITY:  COMPLETE THESE DAILY CLEANING ACTIVITES AND CHECK OFF, Review WITH COACH 



As an area manager, you are accountable for the tasks in your area. You are also responsible for 
following up with crew to make sure they have completed their assigned PM tasks. For example, in 
the Production area, checking the calibration of sauce guns and toaster compressions are some of 
the PM tasks that you will need to follow up on.  

As a Shift Leader, you will be accountable for ensuring that all PM tasks, in all areas that are 
scheduled to be completed during your shift, are done. 

Planning for product
As you check for product, you will be looking to confirm: 

 
 

 

 

 
 

Hint: Talk to your manager about how the prep position is used in your restaurant. Many 
restaurants have a person who is assigned to stocking, preparing salads and other items so that 
these tasks do not have to be done by the production or service crew. 

If you discover shortages, talk to your Shift Leader immediately about the plan for replacing stock. 

When you do your pre-shift planning, you will probably find some things that need to be taken care 
of before you take over the shift. For example, floors may need to be swept and mopped or cups 
and lids may need to be restocked. Here is a suggestion for what to say to the person who was 
managing the area before you: 

“I’ve completed my Pre-Shift Checklist, and I’ve made a list of things to be taken care of before I 
take over the area. What can I do to help you get these things done?” 



SHIFT MANAGER TRAINING:  EQUIPMENT EXPERT

 Creamer Machine

*

*

*

Clean 

* Small Coolers & Freezer 

* Small Coolers & Freezer 

 Bulk Ketchup

* Bulk Ketchup 

 



On-the-Floor Activity

Shadow the Shift Leader

Nuts and Bolts 
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3  

4  

 

5  

 

 









Planning for people
Coordinating people is one of the most important, and most challenging, aspects of managing an area. t is the 
responsibility of the Shift Leader to assign individuals to positions,   is to work with the 
Shift Leader to plan the assignments. To do that, you need to understand that each crew person is unique, with 
different strengths, opportunities, and motivations. Find out who is ork with your 

 Leader to plan individual assignments, keep the following in mind: 

   

 The following are some key points on how to position crew to provide impressive QSC&V. 

B  
Aces are strong performers who show initiative and take complete responsibility for their stations. They don’t take 
shortcuts, and they meet the standards of performance consistently. You can count on them! 
Position these top performers where they can make the greatest contribution. But be careful not to place all the 
demands on your aces. Don’t continually look to them to carry out a task.  
Accommodate changes in volume during the shift.
Low-volume times provide an opportunity to maximize crew productivity. Assign secondary responsibilities for 
crew members to complete when the sales volume drops. For example:

decreases.

 

 your manager.

The  (following page) is available in the restaurant to help you position people 
effectively. Review this tool with your coach to learn how to best use it. Ensure that the Dynamic Shift 
Positioning Tool reflects your restaurant’s Drive-thru and beverage set-up, for example, /
self-serve beverages. 

  

As you position your crew, you need to make many important decisions such as: 
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How many McCafé beverages your restaurant is projected to
sell
Which areas are projected to be most utilized
Which areas are projected to be least utilized

McCafé Specialist at 38 Beverages 

5 Key Drivers = DT% - # items ordered – Sandwich Counts – # of McCafe Bev. Sold - # of Fries or HB 

DT 

FC 

Fries 

Prod 

McC 

Sequence in which 
shift should be filled 

Solid Box 
Add if busier than expected 
or trying to build the peak 

Outlined Box 
Last position on and the first to be 
eliminated – i.e. down Sales and/or GC 

Total number of Unit 
producing crew you need 
DSPT will auto generate 

Enter actual 
number of crew 

D – Drive-thru 
K – Fries/Hashbrowns 
W – Front Counter 
G – Production 
Z – McCafé 

Aces in their Places – 
prevents danger zones 

Peak Hour Positioning 
During this time - SIP 

Complete during pre-shift 
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Daily Crew Schedule (Color) 06/27/2022 04:31 PM EST
Store No : 06326

The material contained herein is business confidential information of GBS Restaurants and may not be used or copied without the prior written permission of Michael Stieglitz , unless it is being used in Employee Protected Communications. Employee Protected 
Communications are communications by non-supervisory employees regarding terms and conditions of employment, such as wages and benefits, hours, working conditions and personnel actions.

Copyright © 2022 eRestaurant. All Rights Reserved. Page : 15 of 20

Date : Friday, 07/01/2022
Hour Start : 04:00 05:00 06:00 07:00 08:00 09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00 17:00 18:00 19:00 20:00 21:00 22:00 23:00 00:00 01:00 02:00 03:00

#WINDOW 0 1 9 17 29 26 20 33 38 28 23 21 19 18 19 15 15 14 0 0 0 0 0 0

#CURBSIDE 0 0 0 2 1 2 2 2 5 4 2 1 2 2 2 4 3 1 2 0 0 0 0 0

#DELIVERY 0 0 0 2 3 2 2 2 2 4 0 2 2 2 2 1 2 2 1 0 0 0 0 0

#DTHRU 0 39 56 86 80 76 67 84 83 72 62 51 60 57 60 49 51 43 37 16 0 0 0 0

#SANWCH 0 68 98 149 177 186 154 219 233 177 138 124 143 142 169 145 142 124 86 40 0 0 0 0

#FRY/HB 0 28 40 61 66 80 72 121 134 95 73 66 81 76 88 75 79 62 42 15 0 0 0 0

#MCCAFE 0 9 19 29 35 29 20 16 14 15 14 15 15 14 11 14 11 11 5 2 0 0 0 0

$SALES 0 307 479 711 857 862 735 1096 1183 898 686 641 741 755 832 732 761 632 454 180 0 0 0 0
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Shift Troubleshooting Tool 



 
 (3:30) 

  
  

  

 
 

(3:30)   
   

  
  

Targets
Targets are your goals for the shift. Targets help your restaurant to provide fast, 
accurate, and friendly service. Targets are set for each restaurant by the Leadership as a 
means to achieve the goals of the restaurant. You will work with your managers to 
determine targets for each shift. 

You are responsible for communicating these targets and working through the crew to 
meet or exceed them. Targets allow you to evaluate the effectiveness of the crew, 
celebrate successes, and determine areas for improvement.  

P  
 KVS time begins when the order appears on the KVS screen and ends when the 

order is bumped from the KVS. You and your manager will set KVS targets. 
KVS targets can be monitored through the POS.

Peak hour sandwich counts: Your Leadership team will set a target for sandwich counts.
By meeting and exceeding production and service times along with providing Gold 
Standard Service & Product, you will be able to serve more customers. 
Ask your manager about the targets available on the Daily Schedule (Line Bar.)

Front Counter service time begins when the customer reaches the counter 
and is ready to order and ends when the order is presented and the customer is thanked. 
The target is 90 seconds or less. 

 Your Leadership team will set a target for customer counts. 
By meeting and exceeding production and service times along with providing Gold 
Standard Service & Product, you will be able to serve more customers. 
Ask your manager about the targets available on the  

Order End Present End: (OEPE) begins when the customer car crosses the Merge point 
line (the order is stored), and ends when the food is presented and the customer is 
thanked. The target is 120 seconds or less.

 Again, meeting production and service times targets along with 
providing Gold Standard Service & Product will allow you to meet car count targets. 

Targets can be more than just numbers. 
For example, you can have a target or goal that everyone stays in place during the shift, 
or a target that the UHC cabinet stays stocked. 

 

In the Kitchen, Order Prep 
Time (35 to 50 seconds) 
begins when the order 
appears on the Screen and 
ends when the last 
sandwich of the order 
appears in the LZ / OAT.



Off-the-Floor Activity 

What’s In It For You?

2. 

3. 



Handing off the shift appropriately is one of your responsibilities as 
area manager. Talk with the next area manager and your Shift Leader 
about any issues or problems that you were unable to resolve and 
that may affect their shift or other shifts. Put an entry into the 
Communication Log. Even if nothing significant occurred during your 
shift, it is good to write “nothing happened” as a way of keeping a 
record.  

Use post-shift analysis as a way to evaluate how well you did on the 
job by asking yourself the following questions: 

The post-shift analysis is extremely important, and it doesn’t need to 
take much time. You can ask yourself these questions on your way 
home. 

When outstanding managers were asked how they got so good at 
their jobs, most of them said the same thing: “I made mistakes. Lots 
of them. But I never made the same mistake twice.” 

Keep this in mind: your area affects and is affected by other areas. All 
areas are linked to each other in meeting the same goal: giving the 
customer a great experience.  



It’s different when you’re running  
the Front Counter, Nigel! 
This happened several years ago when I was first learning to run the 
Front Counter. A customer was waiting for her food. I was concerned 
about this and began asking Nigel, the manager in the Production 
area, how long it was going to take for the food to be ready. He 
replied that it would be up in a minute. I waited what seemed like a 
minute and then began complaining to Nigel that it was taking too 
much time. We began to argue about it until finally I said, “It’s 
different when you are running the Front Counter, Nigel!” He replied, 
“It’s different when you are running the kitchen, Jamie.” 
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  DSPT / DSPG "Practice & Grow".

2  Complete Travel Path "Practice & Grow".

 Complete Targets "Practice & Grow".

 Complete Team work / Coaching "Practice & Grow". 

   Complete Engaging People Practices "Practice & Grow".

6. Complete Connecting With Customers "Practice & Grow".

7. Complete Customer Recovery "Practice & Grow".

8. Answer Shift Leadership Questions.
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WHY DO I DO IT?

In order to manage a great shift you need to be able to
manage changes. As a Shift Leader you need to make sure
your shift is properly staffed, scheduled at the right time and
positioned in the right places.

The Dynamic Shift Positioning Tool is used to forecast and
communicate the best crew positioning for every shift.

The dynamic position feature of this tool makes the information
it uses unique to your restaurant. The information that the tool
creates is called the Dynamic Shift Positioning Guide. The
DSPG is based on a variety of different factors including the
Variable Labor Hour Guide and your restaurant’s sales history.

Using the DSPT is a key ingredient to your success as a Shift
Leader.

Work with your coach

on the following:

How to access the

DSPT and DSPG.

How to properly

position crew for your

shift.

How to prepare for

and create your

DSPG.

WHEN & HOW DO I DO IT?

To prepare your DSPG you need to launch the DSPT from your
ISP. This should be done at least 24 hours before the start of
your shift.



5353

WHY DO I DO IT?

A travel path helps identify any issues that could impact your
shift and includes all areas of the restaurant.

WHEN DO I DO IT?

A travel path begins before your shift during your pre-shift
routine and should take place several times throughout your
shift (preferably every half hour during non-peak periods and
every hour during peak periods).

HOW DO I DO IT?

Follow the four-step decision making model:

Observe: use your five senses to identify problems.

Prioritize using the following criteria in this specific order:
o Safety
o Food and service quality
o Customer convenience
o Restaurant appearance

Decide what to do and who is going to do it.

Communicate your expectations to the person who
will handle the problem.

Work with your coach on

how to conduct a travel

path. During this time ask

your coach the following:

Q- During your travel

path, prioritize any

issues you see. Then

work with your coach

on your decision

making skills.

[Coaches: have your 

Shift Leader help prioritize

any issues you encounter 

during your travel path.]

Q- What are best

practices when

conducting a travel

path?

Remember, the more you

practice the better you’ll

get. Continue shadowing



WHY DO I DO IT?

Targets are set for each shift to meet the QSC and V our
customers accept. Targets help you focus on your
restaurants most important customer expectations. Having
targets also gives you specific information to communicate
with to your crew.

1. When the shift begins
2. During the shift
3. Recognize when they achieve them

WHEN & HOW DO I DO IT?

As a Shift Leader, you need to communicate the targets
before the shift begins. Communicate the shift targets to your
crew on the floor.

To meet targets your crew will need a great leader that

Work with your coach on

how to fill in the targets

below for your restaurant.

At the end of

the shift, compare

targets to actuals. Select

one target to discuss with

your coach.

-------------------------------------

Service Time: Front

Counter

communicates and supports them by removing barriers and
communicating achieved results.

Target Actual

When setting targets, keep these tips in mind: Service Time: Drive-Thru

Keep them few in number, ideally one.

Make it S.M.A.R.T

Write it down and make it visible; use a whiteboard or
a piece of paper where everyone can see it.

Target

KVS

Target

Actual

Actual

Review it frequently and update the team to keep
them engaged and motivated.

Peak Hour CC: Drive-Thru

Communicate the results at the end of the shift. If
Target Actual

achieved, recognize the crew. If not, recognize the
effort and communicate one thing you would do
differently next time.

Peak Hour CC: Front

Counter

Target Actual



Coaching:
ReviewandPractice
(Time to allow: 1.5 hours)

every

every

one

o
o

Review the coaching
information on this page;
then set up time with
your coach to discuss
ways to improve your
coachingeffectiveness.



WHY?

3-STAR QUICK CHALLENGES

 

  

  
  

  

   

   
   

  

   

   

  

     

  

     

    

      

  

    

 

1.- What was your score on the 3- Star Quick Challenges? 
_____________________________________________________________________________________  
2.- What things will you do differently in order to improve your score?  
____________________________________________________________________________________ 

3.- What is a Shift Hand-off? 
____________________________________________________________________________________
____________________________________________________________________________________



Share these tips with your 

coach and work together 

to practice during your 

shift. Your coach can give 

you feedback to let you 

know ho e doing. 

Take time to discuss your 

progress with your coach 

and ask how you can 

improve. 

-------------------------------------

Be friendly and make a 

connection with your 

customers.

-------------------------------------

It’s our priority to keep our 

customers happy!

-------------------------------------

PRACTICE ! 
  

  

WHY DO I DO IT?
Customers are at the heart of everything we do!

iBy focusing on them and learning how to connect with
them we can show them how important they are to us.

WHEN & HOW DO I DO IT?

As a Shift Leader, you need to be a role model for the
crew. Consider ncorporating these tips into your routines,
every day, on every shift!

THE APPROACH
Have a friendly smile and make good eye contact.
Read the customer. If they seem to be in a hurry, keep it
short.
Introduce yourself.
Ask for the Customer’s name. (Remember it & use it).
Use “props” to help as “icebreakers” to get the
conversation started. Some examples may be: a pot of
coffee for refills; premiums for the kids; a sample or
information on a new product.
Start small. Your conversations should only take one or two
minutes.

THE CONNECTION
Have some casual conversation to get the ball rolling.
For example, you may say:

“Hi! Thanks for stopping at our McDonald’s today. How 
was your meal?” or “Good afternoon! What lousy 
weather we are having lately!”
Stand at the table or near the customer, but be aware of
their “space”. Don’t make them uncomfortable
If a customer is willing to talk, ask open-ended questions to
get some valuable feedback about your restaurant.
Sample questions to get you started could include:

o What could we do to improve your meal today?
o How would you rate the service you received

today?
o We have been really focused on friendliness

Thoughtful service makes an
 Impression!

Reveiw & Practice
[Aloted Time: 1 Shift]





Shift Leadership at McDonald’s 

 

  Leadership Program.

 

N  consistent training throughout McDonald's systems?

 

  workplace?

  relations, and employment standars?



 

Example Target Sheets
Rewards App AAG 

 DSPT 
FAQ



A/B SW A/B Switch Box (OTP abbreviation)
ABS Auto Beverage System
ACK Acknowledge (OTP abbreviation)
ACSE Add Change Restaurant Employee (OTP abbreviation)
ADA Americans with Disabilities Act
ADB All Day Breakfast
ADDS ADDS Box KVS Setups (OTP abbreviation)
ADV Advise (OTP abbreviation)
AMCD AccessMCD
AVR Average Hourly Rate
BB Bump Bar
BB Bun Buffer
BB BB Bun Buffer Bump Bar (Restaurant Technology Equipment)
BBLZ Bun Buffer landing Zone
BEC Bacon Egg and Cheese Biscuit
BHOT Benefits, Hiring, Orientation, Training
BHOT’R Benefits, Hiring, Orientation, Training and Retention
BM Big Mac
BOG Be Our Guest (free item to our customer)
BOGO Buy One Get One
BOGOF Buy One Get One Free
BSV Brand Standards Visits (part of the ROIP process)
BVS Beverage Video System
BWS Be Well Served
BZ Busy
C/B Call Back
C/D Cash Drawer
CEV Customer Experience Visit
CC Customer Count
CDO Cleared Drive Thru Orders (OTP abbreviation)
CDP Crew Development Program
CO Cashier Order Taker Register (OTP abbreviation)
COHS Career Online High School (Archways to Opportunity diploma program)
COS Customer Order System
CPOY Crew Person of the Year
CRS Customer Recovery System
CRT Cash Register Topper
CS Customer Service
CSAT Customer Satisfaction Survey
CSD Carbonated Soft Drink
CSD Company Service Date
CSS Customer Satisfaction Survey
CTT Crew Training Tracking
CY Current Year
CYT Create Your Taste (formerly Build Your Burger)
DAR Daily Activity Report
DC Distribution Center
DCD Drawer Count Down
DMB Digital Menu Board
DMM Dollar Menu and More



DPS Dual Point Service (platform running in the restaurants)
DQPC Double Quarter Pounder w/ Cheese
DPT Dual Point Testing
DSPT Dynamic Shift Positioning Tool
DSS Data Security Standard (part of overall PCI)
DT Drive Thru
DT-C Drive Thru Cash (restaurant zone)
DTO Drive Thru Optimization
DT-P Drive Thru – Present (restaurant zone)
DTW Drive Thru Window
e*RDM e*Restaurant module enabling Restaurant Department Leadership
EEOF Employee Experience of the Future
EOTF Experience of the Future
EAF Employee Action Form (term used by restaurant managers)
EMM Egg McMuffin
EOM End of Message
EOM End of Month
EOY End of Year
EVM Extra Value Meal
F&P Food & Paper
F&S Facilities & Systems (now called Workplace Solutions)
F/C Food Cost
F2F Face to Face
FA Fixed Assets
FAF&F Fast Accurate Friendly and Fries
FAFF Fast Accurate Friendly and Fries
FC Front Counter
FDA Food & Drug Administrative
FFN Family Fun Night
FIFO First In, First Out
FOB Food Over Base
FOF Filet o’ Fish
FP43 Drive Thru Menu Board
FSS Free Standing Restaurant
FTE Full Time Employee
GEL Guest Experience Lead
GC Guest Count 
GM General Manager
GMA Global Mobile App (consumer facing product)
GSQ Gold Standard Quality
H2W Hiring to Win
HACCP Hazard Analysis Critical Control Points
HB Hashbrown
HBO Hang Bag Out
HLZ Heated Landing Zone
HM Happy Meal
HTW Hiring to Win
HU Hamburger University
HVAC Heating Ventilation Air Conditioning
IDP Individual Development Plan
ISP In-Restaurant Processor
IT Information Technology
ITS IT Solutions
ITSD IT Service Desk (a.k.a. x5000 line)



KPA Key Position Assignment
KPI Key Performance Indicator
KVS Kitchen Video System
LSM Local Restaurant Marketing
LTO Limited Time Only
M&R Maintenance & Repair
MB2K Menu Board 2000 (name of interior menu board) 
McD McDonald’s
McDC McDonald’s Distribution Center
McOpCo McDonald’s Operations Company 
MFY Made For You (platform running in the restaurants)
MOT Mobile Order Taker 
MRC Maintenance Requirement Card
MTD Month to Date
NABIT Nuts and Bolts Integration Team
NP6 NewPOS (version 6)
O&T Operations and Training (Manual)
O/O Owner/Operator
OLC Off-Line Computer (can take over for the CCU if it fails)
ONLC OTP National Leadership Council
OT Order Taking
P&L Profit and Loss
PAC Profit After Controllables
PAR ParTech (US POS vendor)
PCAP Post Class Action Plan
PM Planned Maintenance
PMIX Product Mix
PO Purchase Order
POC Point of Contact
POS Point of Sale (register system)
PQRG Pocket Quality Reference Guide
PR Performance Review
QCR Quality Cost Report
QPC Quarter Pounder with Cheese
QSR Quick Service Restaurant
R2D2 Regional Restaurant Data Diagnostics
RFM Restaurant File Maintenance
RMH Ronald McDonald House
RMHC Ronald McDonald House Charities
ROI Return on Investment
ROIP Restaurant Operations Improvement Process
RTS Restaurant Technology Services LLC (formerly known as SEI –now Xerox)
SBS DT Side By Side Drive Thru
SIO Shift in to Overdrive
SMART Specific, Measurable, Attainable/Achievable, Relevant/Realistic, Time Bound (Goals)
SME Sausage McMuffin w/ Egg

SME Subject Matter Expert
SMM Sausage McMuffin
SMX Shift Leadership Excellence
SOAR Sales Opportunity Analysis Report
SOI Restaurant Operating Income
SOK Self-Ordering Kiosk
SOT³ Start on Time, Stay on Track, Stop on Time



SPMG Sales Per Man Hour
SSN Social Security Number
SSP Staffing, Scheduling & Positioning
TLC Think Like a Customer
TOTM Taste of the Month
TPCH Transactions per Crew Hour
TTL Total Time in Line
TTT Train the Trainer
UHC Universal Holding Cabinet
UI User Interface
UKUT USB Key Update Tool(used by OTPs to for current POS versions)
UOM Unit of Measurement
UPT Units per Thousand (transactions)
URW Units per Restaurant per Week
VCM / VCMS Vertical Cabinet Leadership System
WBT Web Based Training
WiFi Wireless Fidelity
YTD Year to Date
Zone 1 Manager’s Office
Zone 10 DT Beverage-Dessert
Zone 2 Kitchen Area 
Zone 3 Front Counter
Zone 4 DT Present Booth
Zone 5 DT Cashier Booth
Zone 6 DT Outside
Zone 7 McCafé Area/CBB



Day part

Breakfast Projected Actual Target Actual Target Actual

7-8 am

8-9 am

Lunch

11am-12pm

12-1pm

Snack

2-3pm

3-4pm

Dinner

5-6pm

6-7pm

DT Car Counts Pull forward %OEPE

Drive Through

Post in Drive Through.



Time

Projected Actual Target Actual Target Actual

Time

Projected Actual Target Actual Target Actual

Time

Projected Actual Target Actual Target Actual

Drive Through

DT Car Counts OEPE Pull forward %

Drive Through

DT Car Counts OEPE Pull forward %

Drive Through

DT Car Counts OEPE Pull forward %

Cut on lines, and stick to registers, and DT KVS screen.



Day part

Breakfast Projected Actual Target Actual

7-8 am

8-9 am

Lunch

11am-12pm

12-1pm

Snack

2-3pm

3-4pm

Dinner

5-6pm

6-7pm

Production

Sandwich Count KVS

Post in high traffic area of kitchen. 



Time Projected Actual Target Actual

Time Projected Actual Target Actual

Time Projected Actual Target Actual

Production

Sandwich Count KVS

Production

Sandwich Count KVS

Production

Sandwich Count KVS

Cut on lines, and stick to KVS Screens.



Day part

Breakfast Projected Actual Target Actual

7-8 am

8-9 am

Lunch

11am-12pm

12-1pm

Snack

2-3pm

3-4pm

Dinner

5-6pm

6-7pm

In store Guests

Guest Count Service Time

Post In Front Counter area out of customers eye line.



Time Projected Actual Target Actual

Time Projected Actual Target Actual

Time Projected Actual Target Actual

In Store

Guest Count Service Time

In Store

Guest Count Service Time

In Store

Guest Count Service Time

Cut on Lines, and stick to registers & Front Counter KVS Scree.



At-A-Glance for Managers 
MyMcDonald’s Rewards

October 2021 081021 1021 MyMcDs_AAGforMgrs_v1 Page 1 

Overview

What? Why? How?
MyMcDonald’s Rewards is the new loyalty program
available in the McDonald’s app! 

It’s a simple program with one membership level and
no credit card is required.
Everyone can participate and
has the same access to all
rewards, opportunities and
benefits.

Customers earn 100 points for every $1 they spend at 
McDonald’s. They can then redeem those points for 
FREE food on a future visit. 

Many companies and 
most Quick Service 
Restaurants offer 
reward programs — 
and many customers 
expect them. 

They’re an opportunity
to personalize the 
customer’s experience, 
provide great value and 
encourage future visits.

New and existing customers can 
enroll via the 
McDonald’s app (also 
referred to as GMA). 

Once enrolled, 
customers can start 
earning points right 
away at all order 
points (except 
McDelivery). 

Benefits of MyMcDonald’s Rewards
For Customers For Restaurants For McDonald’s Business

Customers can earn points on
all eligible items to save toward
a range of delicious, free foods.
Rewards are integrated into the
app with deals, making it easy
to navigate.
Using the data gathered when
customers identify themselves
allows McDonald's to provide a
seamless and more
personalized experience.

Integrates with existing service platforms
across all channels/order points (except
McDelivery, which will be added in future).
Drives digital transactions, which reduce
questions, order inaccuracies and
customer complaints.
Just like McDonald's customers,
restaurant employees can save their own
points to use for rewards and also gain
experience using MyMcDonald's Rewards
to better answer customer questions.

Drives guest identification, which increases
engagement and can generate greater profits.
This provides a greater understanding of
customers to use in many other areas of
McDonald’s business.
Builds sales by increasing the number of visits of
high- and medium-frequency QSR customers,
which improves incremental trips and spend.
Reduces dependence on deals by providing
strategic incentives and using points as
currency.

MyMcDonald’s Rewards

SIGN UP EARN REDEEM
On the
McDonald’s app
Start earning
points right
away
Introductory
tutorial available

Use McDonald’s
app to receive
points
Earn 100 points
for every $1
spent on eligible
food purchases

Use points earned to get FREE food on the Rewards Menu.
– Can redeem 1 reward per transaction

4 tiers of products at a range of points.
4 products per tier for a total of 16 products
– 4 food items during breakfast (1 per tier)
– 2 beverages available all day
– 10 food items rest of day

Rewards Menu
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Guest Experience Leader
o Face of your Restaurant – They are the welcoming and helpful hospitality leaders of the restaurant
o Genuinely engages all guests at four points – welcome, assistance, check backs and thanking the guest and saying

good-byeo Empowered to resolve guests’ concerns and answer their question

o Trained using Guest Experience Leader Training on Fred@ McD  and Creating Feel Good Moments
o Wears a clean and appealing uniform. We recommend that TheGEL alsowears the EOTF apron

o Friendly
o Smiles
o Knowledgeable of kiosk
o Strong Interpersonal Skills - People Person
o Multi-tasker
o ExceptionalAppearance

o Greeting Guests
o Checking in with Guests – to ensure they have what they need
o Handling guests’ concerns and questions
o Experts with the self-ordering kiosk - assists guests to place orders on kiosks as needed
o Engage with children, as well as assists parents, creating a welcoming, family-friendly atmosphere
o Hands out kid’s treats (i.e. balloons, smiley faces, stickers, coloring books, kid cones, etc.

o Strong interpersonal skills
o The role is used as an entry point for a manager
o Well-trained/experienced

Note: 
o Recommendation - Fixed Hours on the schedule, depending on volume 6 - 9 hours
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