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Introduction
This report is confidential and is intended to provide you with feedback on your results.

The test is designed to assess areas of critical importance for success in the role of a Barista. The competencies
assessed are defined below.

Barista Competencies

Positive Engagement: Interacting with customers in a friendly, attentive manner, ensuring they feel valued and
providing a memorable, enjoyable experience.

Actively listens, paying close attention to customer orders and preferences.

e Communicates clearly and precisely, conveying information to customers about order details,
promotions, and loyalty programmes.

Builds rapport with customers and colleagues, engaging in a friendly, welcoming and positive manner.
e Establishes trust and camaraderie with team members through consistent collaboration and support.

Situational & Customer Awareness: Utilising knowledge of the menu, the environment, and customer
preferences to provide tailored recommendations and maintain smooth operations.

¢ Uses knowledge of the menu and preparation processes to tailor recommendations to customer
preferences.

e Observes the working environment to identify potential issues, such as a growing queue, low supplies,
dirty tables/floors, and acts pre-emptively.

e Seeks pertinent information about customer preferences, to aid decision making.

¢ Quickly identifies and resolves equipment malfunctions or customer order discrepancies to maintain
smooth operations.

Achieving Outcomes: Ensuring all responsibilities are met efficiently and with consistency, adapting to
changing circumstances to meet customer needs.

e Maintains focus and consistency in executing tasks, ensuring all responsibilities are met without
unnecessary delays or distractions.

¢ Organises and sequences responsibilities efficiently (e.g., beverage preparation, restocking, and
cleaning), to maximise efficiency.

¢ Adjusts priorities during busy periods to ensure timely service and minimal disruptions.

e Deals effectively with challenging situations and/or individuals, especially customers.

Acting Reliably: Demonstrating dependability, adherence to policies, and a commitment to maintaining high
standards of service and professionalism at all times.

e Demonstrates reliability by showing punctuality, meeting deadlines, and maintaining an appropriate
appearance.

¢ Consistently adheres to company safety policies, operating procedures, and hygiene standards (e.g. food
handling & cleanliness protocols) at all times.

¢ Takes full responsibility for personal actions, including correcting mistakes promptly and learning from
them.

e Maintains a positive and respectful attitude toward customers, colleagues, and management, at all times.

The results of this exercise are valid for 12 months and can be used to support recruitment decisions.
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How To Use This Report

This report provides you with feedback from the Barista SJT. It contains ‘behavioural interpretation’ that you
can use to help you understand how you have performed on the exercise and ‘development opportunities’ to
inform your development priorities, should you wish to improve your skills in specific areas.

Behavioural Interpretation

For each competency measured by the Barista SJT, an interpretation (four bullet points) has been provided to
help you better understand the decisions you made on the exercise. Not every bullet point may apply equally to
you, but you should consider them all, at least initially, and then decide which are most relevant for you.

Development Opportunities

You have also been provided with some ideas to help improve the competencies. The suggestions are intended
to support you in your career progression, so working through these suggestions and identifying your own ideas
for improving your skills should help you create a relevant development plan. When creating your development
plan, it is best to set SMART Goals:

e S = Specific: Clearly defined and unambiguous.

¢ M = Measurable: Contains specific criteria that you can use to measures your progress and goal
accomplishment.

¢ A = Achievable: Attainable in the timeframe you have set yourself and not impossible to achieve.

* R = Relevant: Relevant to your goal, career or what you want to achieve.

T = Time-bound: Has a clear start and end date.

* What do | want to achieve?
* When do | need to achieve
I Specific itz .

* Why is the goal important?
* Who is involved?

How will | measure my
progress?

How will | know when my
goal is achieved?

What will be different when
| have completed my goal?

* Can | complete my goal in
the time | have available?

* How confident am | that |
can achieve my goal?

* What support will | need
to achieve my goal?

e ___________________________________________________________________|
* Why is this goal important
to me?

* How does this goal relate

I Relevant to my overall success?

* What is especially
meaningful about my
goal?

o R R |
* When will | be ready to
start working on my goal?

I Achievable

* What specific date will |

I Time-bound complete my goal?

* How often will | check the
progress | am making on
my goal?

DE))E
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Feedback

Positive Engagement

Your responses suggest:

e Actively listens to multiple customers in quick succession, ensuring customers receive an efficient
service.

e Engages with customers, addressing their concerns and ensuring potential issues are addressed.

e Seeks opportunities to build rapport with customers or colleagues, resulting in more engaging
interactions.

e Collaborates well with colleagues, contributing to a positive and cooperative team environment.

To develop your skills further in this area you might wish to consider:

e Working on improving your listening skills by practising how to quickly and effectively address customer
needs without compromising the quality of the interaction.

e Developing your ability to address customer concerns thoughtfully and ensuring any issues are properly
resolved before moving forward.

¢ Finding ways to create more engaging conversations with both customers and colleagues, aiming to
build stronger connections and foster positive relationships.

e Continuing to collaborate with your colleagues, offering assistance when necessary, and look for ways to
strengthen the team dynamic.

Situational & Customer Awareness

Your responses suggest:

e May struggle to use knowledge of the menu to make tailored recommendations, resulting in less
personalised customer interactions.

e Can overlook or delay addressing environmental issues, such as a growing queue or unclean tables,
affecting overall service.

e May not seek enough information about customer preferences, leading to less informed or effective
decision-making.

e Can take longer to identify and resolve equipment malfunctions or order discrepancies, leading to
operational disruptions.

To develop your skills further in this area you might wish to consider:

¢ Reviewing the menu regularly and practice tailoring recommendations based on customer preferences to
ensure more personalised interactions.

e Observing your work environment more frequently and developing a checklist to help you address
potential issues, such as queues or cleanliness, in a timely manner.

e Asking more questions to customers about their preferences and needs to ensure you are offering the
most relevant advice.

e Developing a quicker approach to troubleshooting issues by familiarising yourself with common
equipment malfunctions and order discrepancies to resolve them faster.
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Achieving Outcomes

Your responses suggest:

e Can struggle to proactively manage routine tasks, resulting in delays or needing additional guidance.

e Has difficulty organising new or unfamiliar tasks efficiently, leading to potential delays.

Might struggle to confidently adapt priorities during busy periods, operating in isolation of team.

e May find it challenging to confidently manage difficult situations or customers, leading to customer
dissatisfaction or reduce service.

To develop your skills further in this area you might wish to consider:

e Breaking down routine tasks into manageable steps and seeking guidance or mentorship to improve time
management and reduce delays.

e Working with a colleague or supervisor to create a clear structure for unfamiliar tasks, allowing you to
stay organised and efficient.

¢ Developing strategies to handle busy periods, such as making a priority list and collaborating with your
team to ensure smooth service.

¢ Practicing dealing with difficult situations or customers by role-playing scenarios, focusing on maintaining
composure and finding positive resolutions.

Acting Reliably

Your responses suggest:

e Seems less concerned with punctuality or creating a positive customer experience, focusing more on
simply completing tasks.

e Can disregard company policies and procedures under pressure, leading to inconsistent adherence to
hygiene standards.

e May not sufficiently prioritise cleanliness, leading to untidy areas that may negatively affect the customer
experience.

e Might get lured into confrontation when tensions run high, adding to pressure or misunderstandings.

To develop your skills further in this area you might wish to consider:

e Working on improving punctuality by setting clear goals for time management and preparing for your
shifts in advance.

e Reviewing company policies regularly and seeking clarification when needed to ensure consistent
adherence to hygiene and safety standards under pressure.

e Prioritising cleanliness by taking proactive steps each shift to keep your work area tidy, and regularly
checking that it meets company standards.

e Developing conflict-resolution skills by practicing staying calm and professional in tense situations, and
seek guidance on managing challenging conversations.
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