
 

 

 

Application Guide 

Industry-led International Accreditation and awards program 
for Liquor Sales Licensees in Ontario 

 
  
Welcome to Best Bar None, an industry-led international accreditation and awards 
program for liquor sales licensees. 
 
With your participation in Best Bar None Ontario, we will help reinforce these areas as 
premier dining and entertainment destinations! 
 
Benefits of participation include: 
 

• Positive public image 
• Potential for increased patronage and profits 
• Reduced alcohol-related incidents 
• Participation in an elite group 
• Increased customer safety 
• Improved employee morale 
• Increased opportunity for free marketing 
• Promoting leadership  in your community 

 



  

 

Getting Started 
 
This Guide will help you complete the Application Form and also help you understand what the Best Bar None Ontario assessors will be considering when 
they review your answers and conduct an assessment visit at your establishment. Many of the questions are open-ended because all liquor licensees, 
regardless of the type of business they operate, are eligible to apply for this program.  While different types of businesses have different challenges and 
different ways of addressing those challenges, the key to filling out the Application Form is that your answers must be reasonable for your business type 
and size. There may be some business types or smaller businesses that require more formalized plans while others don’t warrant this. Your answers 
should reflect what is reasonable for your business.  This also means that not all desirable and bonus questions may apply to your business. Accreditation 
is based on being able to answer the Essential questions. The BBN awards will be based on an accumulation of points from the Desirable and Bonus 
questions, and businesses will compete against others in the same category to ensure a level of fairness based on business type. 

Important to remember 
• We encourage all licensees to apply for the Best Bar None Program. You are required to have a clean compliance record for the previous 12 

months with the Alcohol and Gaming Commission of Ontario (AGCO)  from the day you have submitted your application.  That means you 
cannot have received any orders of monetary penalty, served a suspension, agreed to serve a suspension or have any outstanding Notices of 
Proposal by the AGCO within the past 12 months from the day you submit your application. If you have had disciplinary action within this time, 
you can still receive an educational visit by assessors to support you becoming part of the program at a later date. You can submit the 
application form at anytime!  

• There are 6 categories of licensed establishments: club, restaurant, bar/lounge, hotel lounge, pub and members’ club (this is a private type 
establishment that has members, such as a golf club, marina, tennis club, etc.). You must identify which type of establishment you think yours 
falls under.  Your category choice will be reviewed as part of the accreditation process.  

• Best Bar None Ontario applications are expected to be the licensees’ own descriptions of their policies and procedures.  Applicants will be asked 
to confirm the accuracy of their answers when they submit their application and during the assessment visit. All applications are evaluated by 
independent, third-party assessors retained by Best Bar None Ontario for this purpose. 

• All questions designated “Essential” must be answered for your establishment to be considered for accreditation. If you have any questions 
regarding the Essential criteria please contact Best Bar None Ontario directly at 1-855-BBN-9500 or 1-855-226-9500 or email BBN@orhma.com 

• Please note that these assessors will be unfamiliar with your business so make sure that you provide a full and detailed explanation for each 
question.  Assessors will contact you directly to set up an appointment and identify which required materials you will be asked to present during 
the interview process.  Please make note of any materials identified in the Guide so as to make the process as efficient as possible for all 
involved. 

• Answers do not need to be lengthy or complicated, particularly if your business is small, closes early and/or is very food-focused.  The answers, 
however, must make sense for your business size and your business model.  Your answers will be evaluated based on the size, hours of 
operation and business format of your establishment.   

• If you need more space in order to provide complete answers, please use the space provided at the back of the application form and/or add 
additional pages. 

• Best Bar None Ontario is an annual accreditation program, and businesses will be required to reapply every year. 
• Best Bar None Ontario requires you to be in compliance with all applicable laws. 
• Please note if circumstances change that affect your application or BBN status you are required to notify BBN as soon as possible. 

 
Scoring 
For your establishment to be accredited, you must have appropriately answered all of the “Essential” questions in the Application Form.  “Desirable” and 
“Bonus” questions will be used to judge those establishments that are best in class, and eligible for winning a Best Bar None Ontario award for the year. If 
you meet the base criteria for “Desirable” or the “Bonus” question, you will earn a “D” or a “B” rating depending on the question. Should your establishment 
be above and beyond the requirements for the criteria, you can earn “D+” or “B+” ratings.  Scoring for these criteria is as follows: 
 
D = 3 points D+= 5 points              B = 5 points  B+ = 7 points 
 
The more points you accumulate, the better chance you have of being awarded Best Bar None in your category this year!  
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First of All: A1-A5 
 

 A1 - Essential 
Have you been sanctioned by the AGCO in the last 12 months? 
To be eligible for Best Bar None Ontario accreditation you must have a clean compliance record for the previous 12 months with the Alcohol and 
Gaming Commission of Ontario (AGCO) from the day you have submitted your application.  This means that your  establishment cannot have received 
any orders of monetary penalty, served a suspension, agreed to serve a suspension or have any outstanding Notices of Proposal by the AGCO.  
 

 A2 - Essential 
Have you or your establishment been convicted of breaching the Occupational Health and Safety Act 
or regulations in the last 12 months? 
Only establishments that are safe places for both staff and customers can be Best Bar None, therefore you need to make sure you are complying with 
Ontario’s occupational health and safety legislation.  To have a clean record you cannot have been convicted of any breach of the OHSA for the 
previous 12 months from the day you have submitted your application 
 

 A3 - Essential 
Have you or your establishment been convicted in provincial offences court of breaching the Liquor 
Licence Act (LLA) or regulations in the last 12 months? 
Keeping your compliance record clean not only with the AGCO, but also with local law enforcement officials, is essential for Best Bar None accreditation. 
 

 A4 - Essential 
Have you or your establishment been convicted of breaching any municipal zoning by-laws in the last 
12 months?  
Keeping your compliance record clean with municipal authorities, including by-law enforcement officers, is essential for a Best Bar None accreditation. 
 

 A5 - Essential 
Is your liquor sales licence posted in a conspicuous place in your establishment? 
This is a basic regulatory requirement of all liquor licensees in Ontario.  If you have a particularly large establishment, you may wish to consider posting 
a copy of the licence at each of your service bars.  If your liquor sales licence is more than one page, please ensure that the first page is clearly visible, 
that all other pages are easily accessible in the same location as the licence, and that all staff members are prepared to produce the additional pages in 
the event that anyone (including any member of the public) wishes to see them. 
 

 
Responsible Service and Consumption of Alcohol: B1-B8 
 

 B1 – Essential 
How do you deal with a patron who begins to show signs of intoxication? 
If someone starts to show signs of intoxication, regardless of how much alcohol they may have consumed at your establishment, you must take 
measures to make sure that the customer is not allowed to remain in your establishment.  In some cases, your staff will simply need to know that they 
must make sure the customer leaves promptly and safely.  For other businesses, security staff procedures may be required.  You must also include how 
you will make sure that the customer does not drink any more alcohol (including alcohol they may obtain from other patrons) and what you will do if the 
patron is unable to care for him/herself. 
 

 B2 – Essential 
How do you and your staff make sure your patrons do not become intoxicated in your establishment? 
Monitoring your customers is the key to making sure they do not become intoxicated in your establishment.  This can be as simple as monitoring their bill 
(including how often they are ordering more alcohol) and interacting frequently with them to see how they are doing.  In establishments where your 
patrons are not all seated at tables, monitoring may involve having all areas where patrons are permitted, staffed with employees (such as security 
personnel) whose job is just to watch your customers, both for their rate of alcohol consumption as well as their behaviour. For more information on this 
topic please review the AGCO’s Responsible Service Tip Sheet, “Recognizing Intoxication”. 
 



  

 

 
 

 B3 - Desirable / Desirable + 
How do you prevent drinking and driving from your establishment? 
You should have a system in place to make sure that customers who are beginning to show signs of intoxication will not be driving and, if necessary, you 
should be able to make arrangements for their safe transportation to wherever they are staying, be it home, a friend’s house, or a hotel.  You should 
have documented policies in place so that you can immediately deal with a potentially intoxicated customer should this ever happen.  Appropriate 
procedures can be as simple as letting the customer know that it is time to leave, asking how he/she is getting home, calling a taxi, if necessary, waiting 
with the customer until the taxi or other transportation arrives, and then making sure the customer leaves in that safe transportation. Your policies must 
be documented and communicated to staff in order to score on this question.  Please be prepared to show your policy to the assessor during your 
assessment visit. 
Implementing additional measures, such as providing a complimentary taxi fare or a designated driver, or actively promoting anti-impaired driving 
initiatives in your establishment, are some of the extra precautions that could score a D+. 
 

 B4 - Desirable / Desirable + 
Do you document all incidents of patrons refusing safe transportation?   
If your establishment has not had a patron refuse safe transportation select Not Applicable to this question.   
If one of your patrons refuses your arrangements for safe transportation, you will need to be prepared to deal with that situation and document what has 
happened.  To satisfy this requirement you or staff should be making a note of what happened, who refused safe transportation, who recorded the 
incident and whether or not you called the police (a log book may be a good place for this).  Please be prepared to show your assessors how you 
document these incidents and how you have trained your staff to deal with this type of situation, should it arise. Documentation of your policies is 
required to obtain a score on this question.  
The best systems which have been properly implemented with thorough documentation and staff training can score a D+. 
 

 B5 - Desirable / Desirable + 
What policies do you have in place for the sale and service of larger amounts of alcohol, such as 
bottles of wine, pitchers of beer, or bottles of spirits? 
Having appropriate policies – such as a minimum number of customers for a pitcher or a bottle, a maximum amount of alcohol serve at any one time, or 
a minimum amount of time between serving larger amounts of alcohol – can help you to control both how much your customers are drinking and how 
quickly they are drinking.  To clearly communicate to staff, you may should have these policies documented.  Be prepared to show your assessor the 
documentation during your on-site assessment.  
The most responsible and creative documented plans which are communicated through staff training will score a D+. 
 

 B6 - Desirable / Desirable + 
How do you promote the availability of non-alcoholic drinks? 
Offering for sale reasonably priced non-alcoholic beverages is a legal requirement under your liquor sales licence and can give you the opportunity to 
slow down alcohol consumption when necessary.  How you promote these beverages does not need to be complicated.  It can be as simple as having 
them clearly displayed on the menu or a notice on a chalkboard.  
The more creative, effective and appealing you can make your non-alcoholic promotions, the more likely you will achieve the D+ score. 
 

  B7 - Desirable / Desirable + 
Do you make free or reduced-cost non-alcoholic beverages available for designated drivers or any 
other patrons?  
Having free or reduced-cost non-alcoholic beverages for designated drivers shows your commitment to being a responsible licensee.  In particular, making 
this available to your designated drivers who have chosen not to drink alcohol that night helps your patrons who are drinking get home safely. If your 
business is popular with the non-drinkers who are driving, they may be more likely to bring their friends to your business. 
The most creative and appealing promotions aimed at designated drivers will receive a D score and for those who also offer free or reduced costs of 
non-alcoholic beverages for any other patrons who have chosen not to drink will achieve the D+ score. 
 

 B8 – Desirable 
Do you have a zero tolerance rule banning front of house staff from consuming alcohol while working? 
When your staff are sober and your patrons do not see them drinking on duty, it puts your staff in a better position to monitor your patrons and their activities. 
This in turn helps you keep control of your business and makes your patrons feel they are visiting a well-run establishment. 
Having this rule in place will achieve a D score. 



  

 

Illegal Drugs: C1-C2 
 

 C1 - Essential  
How do you and your staff make sure there are no illegal drugs in your establishment? 
Even if you think illegal drugs are not a problem for your business, you still need to be on guard to make sure they never become a problem. Regulation 
719, Subsection 45(2) of the LLA states that a person shall not permit a person to hold, offer for sale, distribute or consume a controlled substance on 
the licensed premises. Having a plan to make sure there are no drugs in your establishment will assist you keeping out illegal drugs and meeting your 
regulatory requirements or it may require a more proactive, security-oriented approach. The preventative measures you take will depend on your type of 
business and your clientele, but you must have measures in place to keep drugs out of your premises. For more information on this topic, please see the 
AGCO’s Responsible Service Tips Sheet “Just saying no to drugs is not enough”.  
 

 C2 - Desirable / Desirable + 
Do you have a policy telling your staff what to do with illegal drugs if they are found at your business? 
Even though illegal drugs may not be a problem for you, you should have a policy in place so that you and your staff will be prepared.  You might choose 
to have your policy written in your staff training manual, posted on the wall of your staff room or in the back of your log book. If you have a written policy, 
please be prepared to show it to the assessor during the on-site visit.  In creating that policy, you need to ask yourself if a staff member finds drugs, who 
does he or she tell?  Should it be a manager, the head of security, the owner or police? Is it your policy to call police? Who makes the decision on 
whether the police should be called or not?  Having a policy and reviewing it with your local authorities is a good idea for everyone’s protection and will 
assist you in meeting the LLA requirements.   
Having a policy and showing how you communicate that policy to staff will score you a D.  Having a written policy that is well communicated and 
reviewed often with staff will score you a D+.  
 

Being a Good Neighbour: D1-D7 – Q22 
 D1 – Essential 

What steps have you taken and what ongoing steps do you take so that noise from your business does 
not disturb your neighbours? 
If for any reason you feel this question does not apply to your establishment, please explain. 
Your answer to this question will depend a lot on your type of business.  Your answer could be as simple as stating that you do not play loud music, you 
do not have any turbo bass speakers, you keep a quiet atmosphere in your establishment and/or you only serve alcohol as part of a meal in a quiet 
atmosphere. 
As part of this answer, you also need to indicate how you make sure that any noise and/or nuisance from patrons who are waiting to come in or who are 
smoking outside is controlled.  Depending on the nature of your business, this could be as simple as having one of your staff check on the people 
outside periodically. If your business has an outdoor licensed area, you must include in your answer a description of how you ensure that noise arising 
from that area does not disturb your neighbours. 
If you have made physical changes to your building and/or put limiters on your sound system, please include that information as well. 
 

 D2 – Essential 
How do you ensure that your patrons do not take any alcohol out of your premises? 
Even if you do not think this could be a problem at your business, you still need a plan to prevent this from happening.  This could be as simple as 
having your staff take a look at your customers when they get up to leave to make sure that alcohol is not taken from the table.  But depending on your 
business, it may mean that you need to have your security staff standing at the door watching for patrons who are trying to remove or even smuggle out 
a bottle or a glass of alcohol. 
 

 D3 – Essential 
What do you do to prevent or keep any incidents of mischief or disorder outside your establishment to 
a minimum? 
While this may not be an issue that you have to address on a regular basis, you are required to take reasonable measures to deter disorderly conduct 
outside your premises. Regulation 719, Section 45.1 under the LLA requires that a licence holder shall ensure reasonable measures are in place and 
efforts are made to deter disorderly conduct on property adjacent to and in the vicinity of the premises by either the patrons or persons wanting to enter 
or leave the premises. What you need to do will depend on the size, type and hours of your business.  A small establishment with no history of disorderly 
conduct outside may only need to have staff members looking outside on a regular basis to make sure there is nothing unusual going on.  A large 
establishment which has regular line-ups may need a more formalized and security-based system for deterring this type of unwanted behaviour.  Having 



  

 

undesirable behaviour right outside the door can cause problems for your business.  For more  information on this topic, please see the AGCO’s 
Responsible Service Tip Sheet “Taking “reasonable measures” outside your establishment”. 
 

 D4 - Desirable / Desirable + 
How do you try to stop your patrons from littering and how do you control any garbage or waste 
outside your business? 
This can be as simple as maintaining containers for waste and cigarettes just outside your door, or sweeping the sidewalk in front of your premises on a 
regular basis.  Keeping streets and sidewalks clean is important not only for tourism, but also for the community in general.  
Measures that show you provide a number of options for handling garbage outside your establishment can achieve a D+ score. 
 

 D5 - Desirable / Desirable + 
Are you involved in any community activities or initiatives demonstrating your commitment to your 
residential neighbours and the neighbourhood?  
Being actively involved in your community builds positive relationships and shows your commitment to your neighbours.  Examples include meeting 
regularly with community groups or individuals, participating in local charitable initiatives such as food drives and fundraisers, and/or participating in 
community-led events.  The emphasis is on local neighbourhood involvement and improvement and giving back to your community.  This would not 
include participation in larger-scale festivals or events such as the Toronto International Film Festival, the Scotiabank Caribbean Carnival, or Winterlude, 
etc. Please be prepared to show your assessors how you have been involved in neighbourhood activities during your assessment visit.  
Taking your community service within your local neighbourhood to the next level may achieve a D+ score. 
 

  D6 - Desirable / Desirable + 
Do you have a procedure for acknowledging and addressing any complaints from your neighbours? 
The type of complaints procedure(s) you have will again depend’s on the type and size of your establishment and your hours of operation.  If you 
have a business model which is more likely to generate complaints, you should have a more formalized process for recording, tracking and 
responding to the complaints you may receive.  If you have a smaller business that closes earlier, for which you have not had any complaints, then 
you may simply need a procedure for making sure that your staff immediately forward all complaints to you so that you can address them personally.  
Again, the adequacy of your procedures will be assessed against the type of business you are operating.  If your procedure includes recording 
complaints, please be prepared to show your documentation (example: log book, shift notes) to the assessor during your assessment visit.   
Procedures that acknowledge and address public complaints in an exemplary manner may be scored a D+. 
 

 D7 - Bonus  
Is there a designated drop off and pick-up area for your establishment or do you offer valet parking? 
Having a designated drop off and pick-up area or valet parking demonstrates a commitment to patron service and safety by improving the availability of 
safe transportation in an orderly manner.  It may also help to minimize any disputes over taxis.  Offering either of this type of service will be scored a B. 

 
 Minors: E1-E5 
 

 E1 – Essential 
Do you allow anyone under 19 in your premises at any time? 
Your answer to Question E1 determines which questions about minors you must complete before proceeding to the “Capacity” section.  There is no right 
or wrong answer for Question E1, but it must be answered. 
***If you answered “Yes” to E1”Minors”, please answer only E2 before proceeding to F1 “Capacity”. 
***If you answered “No” to E1 ”Minors”, please answer E3, E4 and E5 before proceeding to F1 “Capacity”. 
 

 E2 - Essential only if you allow patrons under 19 years of age into your business. 
When you have patrons who are under 19 at your premises, how do you ensure that they do not have 
or consume alcohol, whether from staff or from another patron? 
It is your obligation as a licensee to make sure that minors do not have access to alcohol, whether from your staff or from another patron, at any time in 
your premises.  In answering this question, please describe the measures you have in place to prevent minors from obtaining or consuming alcohol.  At 
a minimum, your staff need to know who is a minor and then monitor him/her to make sure that he/she does not have or obtain alcohol.  You may 
choose to refuse to provide larger servings of alcohol, such as pitchers of beer or bottles of wine or spirits, to groups that include minors to minimize the 
risk of illegal sharing.  Depending on your establishment, you may also choose not to serve any alcohol at all to groups that include minors, particularly 
in premises which are more difficult to monitor.   



  

 

 E3 - Essential only if you do not allow patrons under 19 years of age into your premises. 
Since you do not allow anyone under 19 years of age into your establishment, how do you ensure that 
your patrons are at least 19 before they are let in? 
If you choose to operate an age-restricted establishment or if this is a condition on your liquor sales licence, you must have appropriate measures in 
place for verifying the identity and the age of your prospective patrons.  Please describe how you verify a customer’s age before he/she is allowed on 
your premises.  This includes who you ask for identification and what measures you take to make sure that the identification is both valid and being 
presented by its proper owner.  Please also describe what steps your staff take if they have any doubt about the authenticity of the identification being 
offered. For more  information on this topic, please see the AGCO’s Responsible Service Tip Sheet “Checking ID”. 
 

 E4 - Essential only if you do not allow patrons under 19 years of age into your premises. 
If a minor is inadvertently let into your age-restricted premises, how do your servers and other staff 
make sure that a minor will not have or consume alcohol?  
The obligation to verify the age of a customer arises when the customer is served.  If your staff makes a mistake when a patron is let in, you must have additional 
measures in place to ensure that only those who are of legal drinking age have access to alcohol.  Please describe the training and directions you have given 
your staff to prevent minors from getting alcohol when they have been mistakenly let in.   
At a minimum, your servers, bartenders and other staff need to be on the lookout for minors and must be prepared to ask for identification if they have any doubts 
about who they are serving.  It is also a good idea to have staff who will conduct spot checks of young-looking patrons, particularly those who are given drinks by 
their friends.  For more information on this topic please read the AGCO’s Responsible Service Tip Sheet, “Checking ID” 
 

 E5 - Desirable+ only if you do not allow patrons under 19 years of age into your premises. 
Do you use an identification scanning system? (Please note that you must ensure that your system 
complies with the Personal Information Protection and Electronic Documents Act (PIPEDA)). 
If your establishment does not use an identification scanning system, select “No” on your application. You will not be eligible to receive a D+ score.  
If you choose to use an identification verification system, it can be an important tool in verifying that the identification presented is valid and that it 
belongs to the person who is presenting it. However, you are required to comply with the federal PIPEDA requirements, so you if you use this system, 
you must also make sure that you are not breaching any of your patrons’ rights to privacy. 
For more information on your privacy obligations as a business owner, please contact the Office of the Privacy Commissioner of Canada at 
www.priv.gc.ca.  There is a good resources section on this site which includes Guidelines for Identification and Authentication. 
The most thorough and well-considered systems that comprehensively address compliance with the PIPEDA requirements will be eligible for the D+ 
score. 
 
Capacity: F1-F3 
 

 F1 – Essential 
 
How do you ensure that the number of people at your premises (including staff) is never over your 
licensed capacity? 
Your capacity has been set for the health and safety of your staff and patrons. Exceeding that limit can jeopardize the safety of everyone inside, 
particularly if there is an emergency.  How you make sure that you remain within your licensed capacity will depend greatly on your business model and 
how you run your business.  For restaurants, this could be as simple as making sure that if all the seats are filled, you will still be under capacity when 
you add the number of staff members working in that area.  You will also need to ensure that any patrons who are waiting to be seated do not put you 
over capacity. 
For establishments where patrons tend to stand, you may need a more formalized process for counting the number of people entering and exiting your 
premises.  Remember, staff and management must be included in all counts to ensure you are not over your capacity. 
 

 F2 - Essential 
Do you have more than one licensed area? If so, how do you ensure that the number of people in each 
area is never over the licensed capacity for that area? 
If you do have more than one indoor area, or both an indoor and an outdoor area, you must explain how you make sure that the number of people in 
each area does not go over the particular capacity for that area.  For restaurants, it may be as simple as stating that you seat your patrons at tables 
throughout their visit.  For businesses where people stand and/or move around, you may need to have a more formal system for controlling how many 
people are in each area, particularly if you have some areas that are more popular than others, such as a patio in the summer.  If your patrons have to 
cross your licensed patio in order to get to the indoor licensed area, please describe how you make sure that your patio does not become overcrowded 
as a result of this circumstance or if foul weather forces patrons off the patio. 
 



  

 

 F3 - Desirable / Desirable + 
How do you discourage people from blocking exits, stairways and halls? 
Keeping areas that people pass through free from obstruction is important for everyone’s safety.  Patrons standing in stairwells may cause falls and 
injuries, while clear halls and exits are important in case anyone needs to come through quickly.  It is also a requirement under Regulation 213, Section 
2.7.1.7(1) of the Fire Code to ensure that exits are free of obstructions. 
How you manage this issue will depend on the nature of your business.  Businesses with patrons seated at tables, with minimal movement throughout 
the establishment, may simply need to explain that patrons do not stand around in their premises, particularly if the washrooms are not located in a 
hallway.  Businesses which may have patrons congregating at different points in the establishment, including lineups for washrooms, may need to have 
a more active approach to keeping exits, halls and stairways clear. 
The best patron management systems, premises designs can score a D. Having a well laid out, written floor plan can achieve a D+ score. 
 
Keeping People Safe: Controlling your patrons and their activates: G1-G14 
 

 G1 – Essential 
How do you assess and check your arriving patrons to ensure they can be allowed to stay at your 
establishment? 
Assessing the condition of your new patrons is essential. Patrons who are already showing signs of intoxication or who are overly aggressive cannot be 
allowed to remain. Understanding the condition of your patrons before they consume alcohol at your premises will help you to monitor them and assess 
their behaviours.  Do you have a host/hostess/maître d’hôtel, security staff or other staff whose duties include assessing new patrons to determine who 
will be allowed in your establishment?  Does your serving staff assess your new patrons when they greet them and/or hand them a menu?  Please 
explain how your staff decides who is allowed to remain and what your staff members are looking for when making this determination. 
 

 G2 – Essential 
How do you make sure that no disorderly behaviour, including aggressive arguments and/or fighting, 
occurs in your establishment?  
Watching for the early signs of disorderly behaviour can go a long way to ensure that trouble is not permitted at your business.  Train your staff to look 
for the early warning signs of aggressive behaviour, such as body language and tone of voice.  Stepping in early to defuse a situation, or ensuring that 
someone who is looking for any excuse to fight is not allowed to stay, are important aspects of complying with this requirement. Regulation 719, 
Subsection 45 (1) indicates that a licence holder can’t permit riotous, quarrelsome, violent or disorderly conduct to occur on the premises or areas under 
the exclusive control of the licence holder. 
 

 G3 – Essential 
How do your staff members communicate with each other if there is a problem? 
If there is an issue, your staff may need to tell others quickly that they need help.  Establishing a communication procedure in advance will help everyone 
react appropriately.  Depending on the size and nature of your establishment, you may use head-sets, cell phones, hand signals, conversations or any 
another means that is appropriate for your circumstances.  Please describe how you make sure that your staff can quickly communicate with each other. 
 

 G4 – Essential 
If you have security staff, what do you do to ensure that they are all appropriately licensed under the Private 
Security and Investigative Services Act (PSIS) and that all PSIS Act requirements are met? 
If you do not have security staff, respond “Not Applicable” to this question and this requirement will be assessed as having been met. 
For establishments that do employ security staff, it is a is mandatory legal requirement under the PSIS Act to have valid licenses and it is your obligation 
to make sure your staff have kept their licences up to date, whether you hire your security staff directly or whether you engage them through a security 
service.  You may choose to ask your staff to show you their licences at the beginning of every shift, or you may decide to keep copies of their licences 
and make sure you get new copies every time they are renewed, but it is also a requirement that they are made available upon request.  Subsection 35 
(1) of PSIS requires that every person who is acting as a security guard or holding themselves as one has to carry his or her licence, on request, identify 
themselves and produce their licence. 
 

 G5 – Essential 
Is the lighting in and around your establishment sufficient for your staff to carry out their duties?  
To carry out their duties effectively, your staff members need to be able to see clearly at all times, whether they are inspecting identification at the door 
or at the bar, collecting glassware, assessing the condition of a patron or serving an order.  
 
 
 



  

 

 

 G6 - Desirable 
If you have security staff on duty, are they only assigned to security duties (i.e. they are not 
responsible for collecting cover charges, coat check, etc.)? 
If you do not have a security staff, select “Not Applicable” to this question.  
Allowing your security staff to be focused on their security duties is an important part of having an effective security team.  If your security is distracted by 
unrelated duties, they are less likely to observe the potential problems that you hired them to prevent in the first place. Putting this measure in place will 
achieve a D score. 
 

 G7 - Desirable / Desirable + 
How do you help your customers keep their drinks safe and make it difficult for anyone to tamper with 
drinks? 
Do you have a safe place where patrons can put their drinks when they go to the washroom or outside to smoke?  Do you allow your patrons to take 
their drinks through all of your public areas, including the washroom?  In a restaurant setting, do your servers keep an eye on the table when a customer 
leaves for a moment? 
Having measures in place so that your patrons do not have to worry about “date rape” drugs or other noxious substances getting into their drinks, even 
drinks consumed with a meal, will give everyone confidence in your business. 
The best measures that are effectively implemented and communicated will score a D+. 
 

 G8 - Desirable  
Do you use a closed circuit T.V. (CCTV) or other surveillance system? (Please note that you must 
ensure your system complies with the requirements of PIPEDA). 
If you choose to not use a closed circuit T.V. or other surveillance systems in your establishment, select “Do not have CCTV” on your application form, 
you will not be eligible to receive the D score.  
If you do choose to use a surveillance or CCTV system, this can be an important security and training tool for both you and your staff, particularly when 
you notify your patrons that a system is in place and if you choose to use this type of system you are required to comply with the federal PIPEDA 
requirements. Please make sure that your system also respects your patrons’ right to privacy. 
For more information on your privacy obligations as business owner, please contact the Office of the Privacy Commissioner of Canada at 
www.priv.gc.ca There is a good resources section on this site which includes both Guidelines for Overt Video Surveillance in the Private Sector and 
Guidelines for Covert Video Surveillance in the Private Sector. 
Establishments with closed circuit T.V. or other surveillance systems that address compliance with the PIPEDA requirements will be eligible for the D 
score. 
 

 G9 - Desirable + 
If you do use a CCTV or other surveillance system, are the images stored for at least 30 days? 
If you choose to not use a closed circuit T.V. or other surveillance system in your establishment, select “Do not have CCTV” on your application form, 
you will not be eligible to receive a D+ score.  
Having a hard drive large enough to store your images for at least thirty days helps to protect everyone at your business, and can also be helpful for 
local authorities.  If there is an incident, whether it is a break-in, misconduct by a patron, or an alleged theft by a staff member, you may only realize after 
the fact that the surveillance images should be reviewed.  
Taking these additional steps will score you a D+. 
 

 G10 - Desirable + 
Do you have a staff member on duty at all times who can operate your surveillance system? 
If you choose to not use a closed circuit T.V. or other surveillance systems in your establishment, select “Do not have CCTV” on your application form, 
you will not be eligible to receive a D+ score.  
Having a staff member who can access your surveillance system at all times makes your system meaningful and useful, both to you and, if need be, the 
local authorities. 
Taking these additional steps will score you a D+. 
  



  

 

 

 G11 - Desirable / Desirable + 
How do you minimize the potential for harm from glassware in your establishment? 
Having excess glassware out can be a hazard for your staff and your patrons.  Minimizing the potential for harm can be as simple as taking away 
unneeded glasses from your tables.  All establishments should have a process to make sure that empty glasses and/or bottles are promptly cleared.  If 
your establishment does not use glassware and does not serve glass bottles to patrons (using plastic or acrylic instead), this shows how you have 
minimized the potential harm from glassware. 
The best processes which have been fully implemented and communicated to staff will score a D+. 
 

 G12 - Desirable / Desirable + 
Do you have a mean of recording incidents (e.g. a log book, shift notes, etc.) that may occur in your 
establishment that is easily accessible and its proper use is clearly communicated to staff?  Incidents 
could include but aren’t limited to accidents, injuries, arguments, fights, barring an individual from 
your establishment, etc. If you have never had to record any incidents at your establishment please 
explain how you would deal with this situation or what you would do if there was an incident. 
Keeping track of what happens in your establishment is important for the smooth operation of your business.  Making sure that your detailed log book is 
easily accessible and kept up to date at all times means that you should have a good record of what has taken place if questions arise in the future. 
Please be prepared to show your log book to your assessors during the assessment visit. 
Making log book maintenance a seamless part of your staff routine or keeping an exceptionally thorough and detailed log, including such information as 
the names and notes of all staff members involved in an incident, can qualify for a D+ score. 
 

 G13 - Desirable / Desirable + 
If you participate in festivals or hold popular special events or theme nights such as pay per view 
broadcasts, holiday events like St. Patrick’s Day or Valentine’s Day, what preparations do you make to 
minimize the risk of any problems during the event? 
If you choose to have special live entertainment, festivals, pay-per-view sports broadcasts and special events for holidays they can be a great addition to 
your business, but you need to plan appropriately.  Please explain what extra measures you take and who you consult with in advance so that you can 
hold a successful and safe event. 
For example, do you consult with the police and other local authorities as part of your planning?  If you anticipate additional crowds, the police may 
appreciate the advance notice for their own planning purposes. 
Do you have a written plan describing the potential risks for your special events and how you have planned to minimize those risks?  If you do, please 
explain that process and be prepared to show your plan to your assessors during your assessment visit. 
What additional security measures do you take and how do you ensure the safety of your patrons at popular special events?  Planning for security in 
advance can help keep you from being overwhelmed during the event. 
What extra measures do you take to make sure you will always stay within your licensed capacity?  If your event is going to be popular, you may have 
more people who want to attend than your licensed capacity will allow.  You may need to make additional plans so that you keep control not only of who 
is allowed in your premises, but also how many people are allowed at one time. 
The best planning systems that thoroughly set out your needs, risks and mitigation plans for your special events can score a D. A plan in writing is 
required to score a D+.  
If you do not host special events or participate in festivals at any time please respond “Not Applicable” to this question in the text box. 
 

 G14 - Bonus / Bonus + 
Do you have a Customer Code of Conduct and if so, how do you communicate these expectations to 
your patrons? 
Having a Code of Conduct for your customers makes it easier for your staff to distinguish between acceptable and unacceptable behaviour. 
Communicating your Code of Conduct through signage, your website or other means allows your customers to know what the expectations will be either 
before or when they arrive at your establishment. It also assists your staff in enforcing those standards as they can refer to the Code when dealing with a 
customer who is being asked to change his/her behavior.  If you have chosen to communicate your expectations less directly to your customers, be it 
through a dress code or other means of reinforcing a particular code of conduct, please explain what your minimum requirements are for your customers 
and how these requirements are communicated to your patrons. 
Exceptional Codes of Conduct that are clearly and creatively communicated and documented to your patrons can score a B+. 
 
 



  

 

Keeping People Safe:  
Emergency Measures and Inspections: H1-H10 
 

 H1 – Essential 
Do you have an up-to-date written Fire Safety Plan that your management and/or supervisory staff 
have on hand and are the fire emergency procedures posted for all staff to access?  
Having a written Fire Safety Plan on site that is accessible by a manager or supervisory staff is a legal requirement under Section 2.8.2.4 of the Fire Code for 
all businesses serving food and drink. In addition, Section 2.8.2.5 under the same Code requires businsess’ serving food and drink to also prominently post a 
copy of their fire emergency procedures.  
Please be prepared to show your Fire Safety Plan to your assessor during the assessment visit. 
 
 

 H2 – Essential 
Does your staff know what to do in an emergency? 
Making sure your staff members know what to do in the event of a fire or other emergency will help keep everyone calm and ensure everyone’s safety. 
Your emergency services plan should include who will be responsible for deciding that emergency services need to be called, who will stay with anyone 
who needs care while you wait for the emergency response, and who will keep other patrons safe and out of the way so that emergency personnel can 
easily get to where they need to be. 
 

 H3 – Essential 
Are all of your fire exits free from obstructions at all times? 
An important part of fire safety is making sure that everyone can get out in an emergency.  Keep hallways and exits free from obstructions such as 
cases, boxes, mops and garbage at all times. It is a requirement under Regulation 213, Subsection 2.7.1.7(1) of the Fire Code to ensure that exits are 
free of obstructions. 
 

 H4 – Essential 
How often do you check your washrooms, and if you are checking periodically (instead of continually 
monitoring), where are the checks logged? 
Checking your washrooms throughout your operating hours helps to prevent a host of problems. Patrons who are starting to show signs of intoxication 
will often be found in the washroom. Patrons who are ill or unable to care for themselves will often go to the washroom. Patrons who use illegal drugs or 
engage in other undesirable plural may use the washroom for these activities. 
Logging your washroom checks can be as simple as a piece of paper on the back of the door which your staff initial with the time the check was done.  
Please be prepared to provide proof of monitoring or documents used for monitoring (e.g. sheet on door, log book, shift notes) to the assessor during 
your on site assessment.  
 

 H5 – Essential 
Have you failed your most recent health inspection? 
The health and well-being of your patrons and staff is important for your business.  Passing health inspections is also a requirement under the Liquor 
Licence Act. 
 

 H6 - Desirable + 
Do you have staff on duty at all times who have up-to-date training and certification in first aid and/or 
CPR? 
Accidents and illness can happen to anyone at any time.  Having staff who are prepared to deal with those contingencies will help you to quickly identify 
any issues at the outset and deal with them appropriately.  Please be prepared to show proof of certification for trained staff to the assessor during the 
on-site visit. 
Meeting this criteria will be scored D+. 
  



  

 

 H7 - Desirable  
Is your staff/manager aware of how to keep an area where an incident took place intact for police or 
other emergency personnel if neccessary? 
Your staff are not in a position to know what the police will or will not need from the site where an incident may have taken place and you should have a 
policy in place to ensure they understand this.  In fact, cleaning up a site can be considered destroying evidence. The LLA Subsection 45(1) states “No 
person shall obstruct a person carrying out an inspection under this Act or withhold, destroy, conceal or refuse to provide any relevant information or 
thing required for the purpose of the inspection.” 
Your staff need to know that they must not clean up or otherwise disturb an area if the police have been called for an incident, such as an assault in a 
washroom.  Keeping the site intact makes sure that the police or other emergency personnel are in the best position possible to do their job.  
 

 H8 - Desirable 
Is there a stocked first aid kit easily available to staff at all times? 
Having the necessary tools to deal with a first aid issue when it arises is important for both staff and patron safety. 
 
 

 H9 - Desirable / Desirable + 
Do you check your premises, inside and out, before opening and after closing each day and do you 
have a written record of your checks? 
Making sure that everything is in order at the beginning and the end of the business day is important to your operation. This is your opportunity to see if 
anyone has left anything behind, make sure there is no one left in the washroom, note any issues or damage that may have arisen, and make sure than 
any potential hazard is dealt with before it causes a problem for a patron or a staff member. 
Documenting the checks can be as simple as maintaining a log book where the staff member who performed a check writes the date and his/her initials 
to confirm that the check was done.  It is also helpful to have space to note any issues for follow up as a result of their visual check.  During the on-site 
visit, please be prepared to show the written records of your checks to the assessor.  
The most thorough systems which have been consistently implemented will score D+. 
 

 H10 - Bonus + 
Do you have an automated external defibrillator (AED) in the establishment and at least one trained 
staff member on site at all times? 
Illness can strike anyone at any time.  No matter how unlikely you think this situation may be, having a defibrillator on site may save someone’s life.  
Taking this additional measure for the benefit of your staff and patrons will be scored B+. 
 
 

 
Staff Training, Continuing Education and Records: I 1- I 5 
 

 I 1 - Essential 
How do you make sure that your staff understand and practice your operating policies and 
procedures? 
There are many ways to ensure your staff members know what you expect of them.  You may have regular group staff meetings where you review issues that 
have arisen, or remind everyone of the policies and procedures that you expect them to follow.  In very small establishments, one-on-one training may be the 
most appropriate way of ensuring that each staff member knows what is required.  You can have your staff review AGCO educational materials such as You and 
the Liquor Laws and Responsible Service Tip Sheets as well as their Smart Serve Workbook.  You may decide to train them using your own policies and 
procedures manual or have them attend regular training sessions, such as educational seminars offered by the AGCO.  The key is that your training must be 
appropriate for the type and size of your business. 
 

 I 2 - Essential 
Do you keep a record of all required staff Smart Serve accreditations? 
It is your responsibility to ensure that all of your required staff obtain their Smart Serve accreditation within 60 days after starting employment.  In some 
cases, Smart Serve may be required before commencement of employment.  Keeping a record of your staff accreditations also means that you will have 
the accreditations available for inspection when necessary. Please be prepared to show records of your staff’s accreditations during the assessment 
visit. 
  



  

 

 I 3 - Desirable  
Do you offer sexual harassment and intervention training such as “Its Your Shift” for your employees? 
The Ontario Government launched the “It’s Never Okay” initiative aimed towards sexual harassment and violence awareness.  Owner operators, 
managers and employees have the resources and tools needed to incorporate training into operational policies and procedures in businesses, 
restaurants, bars, hotels, motels and entertainment venues across Ontario. Please be prepared to show records to the assessor during your on site 
assessment of your staff’s Its Your Shift Certificate or similar training programs to score D. 
 
 

 I 4 - Desirable / Desirable + 
Do you hold meetings at least once every three (3) months with all of your staff to discuss issues and 
improvements? 
Frequent communication between staff members and management is important. Meetings can help keep the lines of communication open and help make 
sure that everyone has the same understanding of what needs to be done and work together as a coordinated team. 
The best systems for organizing, conducting and documenting your team meetings will be scored D+. 
 

 I 5 - Bonus / Bonus + 
Do your staff members refresh their training on a regular basis, for example reviewing in-house training 
manuals, attending group training sessions, completing Smart Serve again, etc.? 
Have your staff taken additional training within the last year?  Have your staff attended any AGCO educational seminars?  Have they taken the Smart 
Serve test again?  Do you require your staff to review any in-house training manuals?  What are your policies and procedures for regularly updating your 
staff training and keeping your best practices top of mind? 
The most comprehensive training systems will achieve B+ score. 
 
 
 

 I 6 - Bonus 
Have all of your required staff obtained their Smart Serve accreditation before they started working for you? 
Hiring knowledgeable staff members who understand the fundamentals of responsible service and consumption of alcohol can be a great asset to your 
establishment. If your staff already have their Smart Serve accreditation, they are likely to be better at serving your customers responsibly from the 
outset, instead of learning the importance of responsible alcohol service over the following two months. 
Meeting this criteria will score a B. 
 
Special Bonus: J1 
 

 J1 - Bonus + 
Have you been sanctioned in writing by the AGCO within the last 24 months? 
This question gives special Bonus point for those establishments who have achieved a very good compliance record. To achieve a Bonus_+ clean 
compliance record, you must have a clean compliance record for the previous  24 months with the Alcohol and Gaming Commission of Ontario (AGCO) 
from the day you have submitted your application.  This means that the establishment cannot have received any orders of monetary penalty, served a 
suspension, agreed to serve a suspension or have any outstanding Notices of Proposal.  Minor infractions which are only discussed with you and your 
staff by an AGCO Inspector during the course of an inspection are not considered.  
Achieving this standard will earn you a B+ score. 
 
 


	Contents
	First of All: A1-A5

