
Kumu Pono
A  G U I D E  T O  P I L I  G R O U P ’ S  C O R E  P H I L O S O P H Y





Aloha
At Pili Group, we’re not just here to work. We are here to do our life’s 
work. The kind that leaves you tired and grinning. Where personal growth 
is inseparable from success. It’s so much more than a pat on the back and 
a paycheck. At Pili, food is the lens through which we envision a better 
world.
 
Pili’s work goes far beyond our four walls. It supports farmers like 
Kanekoa Kukea-Shultz of Kāko‘o ‘Ōiwi who is rejuvenating the spiritual and 
agricultural practices of native Hawaiians. It sustains groups like Papahana 
Kuaola, who are returning the ‘āina in He`eia to its ancestral form.

Being connected to the land means remembering who we are, and where 
we come from. And the most important thing: It means creating and 
supporting community — in every corner of island Earth — with the 
integrity, humility and compassion we embody in our work here at home.

Whether you’re a server, a cook or a chef, you have an equal voice here at 
Pili. Every moment is an opportunity to go above and beyond —or settle 
for the status quo. Greatness is a choice.

Kumu Pono will be your companion in understanding Pili Group’s core 
philosophy. It sets forth our vision of great service.

Welcome to the team. And, mahalo for Being.
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Our Vision

There is food. And there’s food with a great 
story.

The kind of story that conjures the aroma wafting 
from your family’s kitchen. The kind of story that 
recalls the traditions of our ancestors. The kind of 
story that brings us together around a table. 

Stories that come from food planted with care, 
raised with compassion, harvested with gratitude 
and enjoyed with family. 

Food that honors the voice of every ingredient. 

We love food with a great story. The kind of food 
that reminds us of home, but in a way we’ve never 
tasted. Food that carries tradition forward, with 
gratitude.

This is the story we are writing.
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Our Service Mission
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What does this mean, and how does it translate 
to our daily work? Let’s dig in a little bit. We care 
for each and every member of our community as 
‘ohana: People from all walks of life come to eat 
with us. We greet and serve our guests with warm, 
personal, empathetic service, no matter who they 
are. We serve seamlessly: Whether it is our team-
mates, our co-producers or our guests, we strive 
to operate with the utmost simplicity and ele-
gance. Everything from how we walk into the kitch-
en to how we navigate a momentary crisis defines 
us. Great service is rooted in sound operations. We 
inspire: When the opportunity arises to go above 

and beyond, we take it every time. We honor the 
voice of every ingredient: We strive to embody 
awe and appreciation in our work. We start from 
integrity: We are leaders in more ways than one. 
People notice what we do, but more importantly, 
how we do it. It is our job to be the most piercing 
and precise critics of our work. We move with 
gratitude: We stand on the shoulders of giants. 
Our parents, our grandparents, our ancestors, our 
planet. Everything we have is a gift. We honor this 
in every movement of our work.

We care for each and every member of our community as ‘ohana.
We serve seamlessly. We inspire. We honor the voice of every 
ingredient. We start from integrity. We move with gratitude.
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Start from Integrity
As a student in the art of good food, you have 
one of the most intimate relationships with 
guests of any profession. What you create goes 
directly into their mouths, into their bodies. It 
becomes them. You have the power to make 
them feel alive, satisfied, joyful — or you can 
make them sick. The same applies to every 
detail of your work, and to your team. How you 
serve our guests begins with how you and your 
teammates behave when no one is looking.

Lead with Humility
When the President comes knocking we do 
not smirk with self-congratulation. Nor do we 
look the other way when someone without 
a home comes to us for something to eat. 
When we are recognized for great work, let us 
celebrate it and move on. And when we have 
the opportunity to do something great that no 
one will notice, let us do that, too.

Serve with Compassion
Our guests, like our team, have the same 
needs. They go through the same troubles, and 
have the same worries. When we serve, we set 
our own troubles aside. We create space for our 
guests to set down their worries if even for just 
a moment, to be cleansed by the innocence of 
our intent, the simplicity of our presence and 
the strength of our compassion.

Feed the Many, the Small
Our work may be helped by it, but fame and 
recognition are not the end goal. They are a 
means to supporting the true and unspoken 
heroes of our community: Those who toil 
endlessly for the preservation, restoration and 
celebration of the ‘āina that feeds us. What 
strength we gain, we use to turn around and 
give back to the community who has lifted us 
up. 

Sweat Every Detail
If God is in the details, it is because we 
have made something beautiful by carefully 
attending to each of them. If the Devil is in the 
details, it is because we have chosen to gloss 
over them.

Cultivate Self-Reliance
Our business is a microcosm. How we choose 
to operate reflects our environment and also 
embodies our ability to change it. We support 
small farmers, tireless guardians of the land, 
independent producers and other like-minded 
folks because they share our pursuit of a more 
resilient and compassionate world. One of the 
most significant ways we can bring about a 
sustainable, responsible and resilient world is by 
upholding those qualities in our daily work. As a 
business, as an island, as an Earth, moving with a 
sense of gratitude not only brings us boundless 
joy. It pays forward all of the opportunities 
we have been given by the goodwill of our 
ancestors.
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Service
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POLICY

Creating 
Community
VISION FOR SUCCESS

We strive in every movement to give 
inspiring and memorable service to 
each and every guest.  

POLICY

Guests are served at all times with 
patience, empathy and respect. 
Difficult conversations are handled with 
compassion, and when appropriate, a 
gm or other manager is brought in to 
help. 

REPERCUSSIONS

Disparaging language or behavior 
towards a guest (regardless of whether 
it is in their presence or out of earshot) 
is never appropriate and will result in a 
minimum of suspension, and very likely 
in termination of employment.

Our guests are the heart and soul of 
everything we do. Each movement begins 
with our guests’ experience in mind.

A guest can be anyone. The folks who come to eat at our 
restaurants, who hire us for catering, who deliver ingredients 
from their farm, who work alongside us in the kitchen. Anyone 
whom we serve in any capacity is our guest, as we would serve a 
guest in our home. In everything we do, especially in the smallest 
and almost invisible ways, we strive to create community.

Giving Great Service
Community arises out of trust. Trust is integrity over time. We 
can best demonstrate our integrity by giving consistently great 
service. Smiling, welcoming the guest, getting it right — that’s 
good service. Doing more than we are asked, going the extra mile 
for the guest, anticipating and responding to the guests’ needs 
before they realize they have them — that’s great service. 

Finding Joy in Work
What makes our service inspiring and surprising is that 
we regularly do more than is asked of us. Why? Creating 
community demands our very best. The experience of positively 
transforming someone’s day can also be a source of great joy. 
And, why work if we cannot find joy in our work?

Navigating Difficulty with Grace
Complaints are inevitable. They are also one of our greatest 
opportunities to learn from our guests. We listen and respond, 
making sure never to complain, explain or make excuse. 
Complaining is an extremely vulnerable act. If a guest complains, 
it implies that they trust we have the ability and the desire to 
make it better. To that end, every complaint is an opportunity to 
re-affirm the guest’s trust in us, and help them reach a positive 
resolution.
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METHOD

Three Steps 
to Giving 
Great Service
GOALS

 O Talk through each of the Three 
Steps to Giving Great Service, and 
be able to describe the importance 
of each one

 O Confidently role-play throgh an 
example

The Three Steps to Giving Great Service 
are one of the cornerstones of Pili Group 
Service. They are:

1 Find out what the guest wants 
Make it a conversation. Ask good clarifying questions. Listen 
to what is said, and what is not said.  

2 Get it for them 
Lead the guest through the experience. Make each step 
crystal clear, and engage the guest in conversation. 
Demonstrate to the guest that giving them a great 
experience is your number one goal, no matter how busy or 
chaotic it might seem. 

3 Go the extra mile 
Do more than is asked of you. Taste with them. Tell a great 
story about the product. Sample a “You Might Also Like…” 
item. Inspire them. Surprise them. Feed them.
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METHOD

Five Steps to 
Handling A 
Complaint
GOALS

 O Correctly identify all Five Steps to 
Handling A Complaint

 O Role-play successfully through 
two different situations involving a 
guest complaint

OUR RETURN POLICY 
We trust in the basic goodwill of our 
guests, and we always err on the side 
of making the situation right. If you are 
ever unsure of how to best serve your 
guest, kindly ask the guest if you can 
grab a manager to help you out. They’ll 
probably be glad to have a second 
set of eyes and ears to hear their 
complaint, and it will help us act quickly 
to ensure the issue doesn’t happen 
again.

Complaints are inevitable, and they’re 
one of our best opportunities to earn a 
guest’s trust.

These five steps are a handy guide for navigating your way to-

wards a positive resolution to a guest’s complaint:

1 Acknowledge the Complaint 
Before you apologize, vocalize that you understand the 
guest’s frustration, anger—whatever they are expressing. 
Show them, calmly, patiently, that their feelings are accepted 
and valid. 

2 Apologize 
The guest may not always be correct, but remember this 
always: Their perception is their truth, whether or not it is 
technically sound. What matters is that the guest had an 
unsatisfactory experience. When the time is right, apologize. 
You must show the guest that you are working alongside 
them towards a solution. 

3 Make It Right 
Do they want a full refund? Were they unhappy with how 
they were treated? The guest will often have a sense of what 
will resolve this hiccup in their experience. Ask them. Provide 
them with their desired solution, then go above and beyond. 
Surprise them with your willingness to make the situation 
right. 

4 Thank The Guest 
Feedback is how we cultivate and sustain the trust we earn 
from our community. Complaining is a vulnerable act, yet, it 
implies that the guest trusts not only that we can—but that 
we will—make it right. Thank them for speaking up.  

5 Share Your Experience  
Enlighten your teammates so they can help prevent the issue 

from arising again.   
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METHOD

The 10/4 
Approach

Before you utter a word to your guest, 
you will have already introduced yourself. 
How? Your body speaks. And what it says 
arrives much faster than words.

What is your body saying? Stand tall, stand straight. Smile! With 
your eyes, even. Open the whole front of your body to the guest 
you are serving. Use your arms to beckon them over. Greet them 
with a kind word, and make them feel welcome. Care for them as 

if they were a guest in your home. 

Imagine you have two force fields that surround you. One 
extends ten feet from your body in every direction. Inside of that 
one, there is a second, smaller one which extends four feet from 
your body in every direction. Follow this rule of thumb whenever 
interacting with guests, whether they be your teammates, or 
your restaurant guests:

Ten Feet Away, Smile and Say: Hello!
When you sense someone entering your Ten Foot Force Field, 
look up! Say hello. Smile. You don't need to leave the task you're 
doing just yet. But keep an eye. Greet your guest. Let them know 
you're ready and willing to help whenever they need you. 

Four Feet Near, Hold Them Dear
When someone is within four feet of you, shake their hand. 
Engage them. Ask them how you can be of service to them. 
Attend to the needs they express, and the needs they didn't even 
know they had.

One of the most important things we can do for our guests is 
affirm their basic humanity. By making them feel acknowledged, 
safe and even loved in our presence, we lay the foundation for a 
positive interaction, regardless of whether or not we fumble the 
experience, or succeed and inspire them.
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METHOD

W.A.T.E.R.
GOALS

 O Identify and cogently describe 
each of the five steps of W.A.T.E.R., 
and  how they help us give more 
seamless service

 O Role-play through two situations 
where you identify each step in a 
task you are performing, reflect 
upon your performance, then work 
through the same task again to 
see how you might have done it 
differently

W.A.T.E.R. is how we give seamless, 
inspiring and surprising service to our 
guests, and our team. When the whole 
team operates under these principles, 
service flows like a river.

W is for Welcome
Open your body to the guest. Look the guest in the eyes and 
welcome them as an individual. “Hello, Miss! I’d love to help you 
right over here.” Greet each and every guest as you would an old 
and treasured friend.

A is for Assess
How are they feeling? What do they need? Gauge their mood and 
respond with the utmost tact and compassion. Envision every 
detail that will be required to provide a seamless experience from 
start to finish. Then, go!

T is for Take Care
Get exactly what the guest requires while contemplating how 
you might go above and beyond what is asked of you. Are you 
running downstairs to grab something? What else can you grab 
while you're down there? Ask! Move with quiet speed and precise 
confidence, like a ballerina. One thing at a time. 

E is for Execute
Follow through. As you complete the task as requested, ask 
yourself: What other needs can you meet that your guest might 
not even be aware of? Respond to those, too, and you might 
inspire your guest with how well you understand their needs.

R is for Reflect
Once the task is complete, ask yourself: How did that go? 
Did I execute it seamlessly? How could that have gone more 
effectively? What would I do differently next time?
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M E T H O D

Saying Yes
G O A L S

 O Cogently describe what it means to 
‘Say Yes’

 O Successfully role-play through 
two situations (e.g., an item out of 
stock, a complaint) by Saying Yes

When a guest asks a question, they’re 
not just looking for an answer. They’re 
searching for a solution.

What appears as a ‘Yes’ or ‘No’ question on the surface is really a 
request for help. Mastering this is the difference between saying 
‘No’ and misunderstanding the guest’s need, and saying 

Yes, the Lū`au Stew is a delicious choice. We do happen to 
be out at the moment. You know, a lot of our guests also 
love the Kulana Beef Chili. Would you like to try a sample? I’d 
love to give you a taste.

 
Being creative with how to turn an obvious ‘No’ into an inspiring 
and surprising ‘Yes’ is the key to great service. You might not end 
up having what the guest needs, but you’ll show them that you 
are willing to help them find the right solution.

Talk about the meaning of Saying Yes, reflecting upon how—at 
the fork in the road—you can say ‘Yes’ rather than just saying 
‘No’.
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M E T H O D

The Little 
Things & The 
Extra Mile
GOALS

 O Describe The Little Things and 
The Extra Mile, and how they are 
central to Pili Group service

 O Role-play through two situations 
where you anticipate an 
unexpressed need, and go the extra 
mile for a guest

Details are not just details. They make 
the difference between good service and 
great service. 

Doing what you are asked is good. Doing more than you are 
asked is great. Responding to a guest’s needs quickly and 
seamlessly is good. Anticipating and satisfying a need they didn’t 
even know they had is great.
 
We sell amazing food, but we are really in the business of 
designing unforgettably great experiences. 

The most fun you will have at Pili Group will be finding inspiring 
ways to go the extra mile for guests, and for each other.

What are some examples of The Little Things? What are some 
examples of going The Extra Mile? How do these things make Bi-

Rite’s service some of the best in the world?
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METHOD

Serving 
Together
GOALS

 O Expound upon what Serving 
Together means, and how being 
from one restaurant is not a 
limitation, but an opportunity to 
enrich our service together

 O Think through some examples of 
how different Pili projects work 
together (executing weekly prep, 
setting up for a catering). What 
are some ways that we can serve 
together that we haven’t even 
thought of yet?

Our most brilliant accomplishments 
come from our ability to function not just 
as a team, but as a family.

Pili Group has numerous projects, but they are not walled 
gardens. That you do not work at MISSION, or LunchBox does 
not mean that you shouldn’t support those projects, or hope to 
learn something from them. 

In fact, we tend to learn the most—and serve better together—
when we step outside of our day-to-day tasks. Our ability to help 
sister projects and teammates not only makes for more fluid 
operations. It helps us provide more seamless service to our 
guests. 

When you take the time to think a process all the way through 
to the guest, and work backwards to best serve your team. 
When you step into a different project, and serve a different 
set of guests with the same level of care and attention to detail, 
you can no longer call yourself just a member of MISSION, or 
LunchBox.

You are a member of the Pili family. Your designation only 
describes what you do most of the time.

You are encouraged to explore. Ask questions. Lots of them. 
Offer to help someone with something you’ve never done 
before, and ask them to guide you through it. Request a shift at a 
different restaurant. Join a catering. Come with us on a work day.

The more you learn and the more you start to pay attention 
to how other aspects of Pili Group work, the faster, more 
knowledgeable and seamless your service will be. 
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METHOD

Always 
Asking, Never 
Assuming
GOALS

 O Describe the importance of saying 
“I don’t know” and searching for 
the right answer versus assuming 
and giving a wrong one

 O Tell why this distinction is so 
important, and what impact it can 
have on our guests’ trust in our 
goodwill

 O Role-play through two different 
scenarios—one in which they give 
an answer based on an assumption, 
one in which they search out the 
correct answer—and talk about the 
consequences of both scenarios

Our business lives by the trust our guests 
have in us. It’s why we go to great lengths 
to choose the very best for our guests. 
That means information, too.

Imagine someone asks you for directions. You’ve been that way 
before, but just once. You’re pretty sure you know how to get 
there, so you confidently tell them what is really an innocent lie 
— the wrong information with the right intentions.
 
Assuming the answer, and seeking out a response that is 100% 
correct is the difference between sending someone on a goose 
chase (and losing their trust completely), and showing them 
again and again that you are a reliable, trustworthy source of 
informative and delightful answers.

Are you not completely confident in the answer you are about 
to give to the guest? Say so! Then lead the guest to the right 
solution. For example:

GUEST     Excuse me. Is the Lū`au Stew vegan?

YOU          Great question! I know for certain that the main 

ingredients are dashi, garlic and onion. I’m not certain 

whether or not any of the spices we use in it might contain 

animal-based ingredients. Would you mind if I check with 

our team to find out? I want to make sure I give you the 

right answer before you order.

Talk through some different scenarios, pointing out the 
difference between assuming and asking. Sometimes it’s so easy 
to give an easy (but ultimately wrong) answer that we don’t even 
realize we’re doing it. As a rule of thumb, ask yourself, ‘Am I one 
hundred percent confident in the answer I am about to give?’
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Operations
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P O L I C Y

Turning Off, 
Tuning In
V I S I O N  F O R  S U C C E S S

We acknowledge that mobile devices 
are invaluable in many ways, and that 
there is a time and place for them. We 
believe that clarity and focus bring 
about our best work, and respectfully 
decline to let ourselves be distracted 
when it diminishes our service to the 
guest. 

R E Q U I R E M E N T S

Mobile devices shall not be used while 
on shift, except by managers for work 
correspondence, or to help a guest. 
All mobile devices are to be kept with 
personal belongings away from the 
workplace while on shift. 

R E P E R C U S S I O N S

Using a personal device while on shift 
will result first in a spoken warning. 
The second warning will be written. 
The third will result in suspension and 
possible termination of employment.

Being focused sets the example — and 
the course — for our whole team.

Modern mobile devices are extraordinary. They allow us to 
communicate instantly across vast distances, bringing us closer 
to a more global community. But they can’t slice a piece of fish.

Good Habits, Great Work
While our devices allow us to do an amazing array of things, their 
use is limited in the culinary profession. When we fall into the 
habit of pulling out our phones during a lull, we not only take our 
minds away from our work. We silently suggest to our team that 
mentally checking out is okay, and we signal to our guests that 
our own presence in our workplace is of little value. 

Clearing Your Mind, Mindfully
Clearing one’s mind is necessary to doing great work. Choosing 
to clear our minds mindfully is fundamentally different than 
diverting our minds with distraction. When we make a habit of 
being mindful, our work is stronger, our team is stronger and our 
service is stronger.

Tuning In To Your Environment
Being in tune with your environment and your team is important 
for a number of reasons. First, remaining clear and focused sets 
the tone for your work, and for your team. No matter what role 
you play, you are a leader among leaders, and your actions set 
a clear example for better, or for worse. Second, your safety 
and the safety of your team demands your presence. Habitually 
checking out when service slows down puts you and your 
teammates at risk by halting your rhythm and stopping your flow. 
Third, our workspaces are dedicated to our guests. Spending 
paid time on personal business is not only poor service to our 
guests, it’s poor service to our team, and to our vision.
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Interpersonal
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P O L I C Y

Giving 
Feedback 
Early and 
Often
VISION FOR SUCCESS

The only way we can improve together 
is by tuning in to how each of us is 
realizing Pili’s vision. We resolve to 
notice and to celebrate when someone 
does great work. And we make tactful, 
well-crafted and compassionate 
suggestions when we think one of our 
teammates can improve their service 
or technique.

POLICY

Be honest. Be humble.

REPERCUSSIONS

Mindless or inconsiderate feedback 
is toxic to the harmony of our team. 
While disparaging remarks directed at 
a teammate will result in suspension 
or termination, failure to give great 
feedback will result in the loss of an 
opportunity to grow together.

Giving great feedback is an art. It’s all 
about timing, setting and delivery.

Knowing that we should give feedback early and often is 
important, but it does not explain how we should give it. Even 
though we can aspire to let others know what we think with 
great care, feedback can still be taken very personally. Here are 
three rules of thumb:

Find the Heart of the Issue
We often have a feeling about a situation before we know what 
it means. Emotions move faster than thoughts. We have to make 
time to know exactly what we mean before we say it. A loaf of 
bread pulled from the oven before it’s ready won’t stand on its 
own. When we react instead of responding, we risk losing the 
opportunity to have a positive and transformative exchange. 
Role-play with a supervisor first. How will the other person 
receive what you are saying? Find the parts that are true to what 
you’re feeling. Keep those, and get rid of the rest. You’ll know it 
when you find it.

Choose the Perfect Time
Some feedback can be short and simple, more tact than timing. 
Most feedback should be given off the floor, in a safe space. The 
best time to deliver feedback is when you are 100% clear on the 
issue, and have a plan for communicating it.
  

Be Humble
Let’s face it: Feedback can be a difficult and sensitive experience. 
Vocalizing your gratitude—“I know this is a difficult conversation 
for us both, and I want you to know that I really appreciate that 
you were willing to talk about this with me.”—is paramount. 
Following it with “What can I do differently to make our 
communication better? I want us to work well together,” allows 
the recipient to make a direct request which often holds insight 

into their real needs — and clears the path to a positive solution.
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METHOD

Four Rules to 
Live By
GOALS

 O Talk through each of the Four 
Rules to Live By, and be able to 
describe the importance of each 
one

 O Confidently role-play throgh an 
example of handling a situation 
using the Four Rules

The Four Rules to Live By are 
foundational to being a compassionate 
and successful member of Pili Group, not 
to mention a great leader:

The Four Rules are:

Don't Speak Ill of Others
Failure is becoming someone who needs others to fail. We 
admire those who have compassion for all members of 
our community, regardless of whether they are our guests, 
teammates, colleagues, or competitors. 

Avoid Passive Aggressive Behavior
Failing to be forthright about what you need is not only creates 
hurt and confusion, it obstructs our service to the guest. By 
taking the time to articulate our needs clearly, we treat our 
community with the respect and honor they deserve, and help 
each other achieve our collective vision: To give great service to 
each and every guest.

Listen Broadly, But Don't Waffle On Decisions
You will inevitably hear different opinions on how to successfully 
execute your work. Listen, always. Take what sounds right, and 
discard the rest. Proceed with confidence in the decision you've 
made, while always asking: How can I perform this task more 
effectively?

When In Error — Admit, Apologize And Move 
Forward
As Miles Davis wisely said: There are no mistakes, only 
opportunities to improvise. We are not perfect, and the only way 
to learn from mistakes is to make them. When you give others 
the space to make mistakes without judging or humiliating them, 
you create an environment in which we are allowed to explore 
together, make mistakes together and grow together.
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Administrative
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POLICY

Attending to 
Greatness
VISION FOR SUCCESS

On time, ready to go, calm, collected, 
present. Ready to go means apron on, 
tools in hand, prepared to jump in the 
moment the clock strikes go.

POLICY

Possible absences due to sickness or 
other extenuating circumstances must 
be communicated directly to a manager 
at least 12 hours before your shift. Two 
consecutive days of absence requires a 
doctor’s note.

Possible tardiness must be 
communicated directly to a manager at 
least 30 minutes before your shift.

REPERCUSSIONS

First absence or tardiness will result 
in a spoken warning. The second will 
be written. The third will result in 
suspension and possible termination of 
employment.

Greatness is a choice. The first step to 
giving great service is showing up.

How you arrive to work, how you step through the door, the way 
you carry yourself inwardly. All of these things not only shape 
the way you perform. They also determine the success or failure 
of your team. Attendance and timeliness might seem boring and 
administrative. In fact, they’re the bedrock of everything we do.

Being Here and Now
Great service requires a sense of wholeness. Arriving on time and 
ready to go allows our team to feel safe, confident and focused 
on the task at hand. Everything we give, to our team and to 
our guests, begins with ourselves. The quality of everything we 
create is a reflection of our inner state. Attending to our own 
health is not a solitary act. It elevates or diminishes the health of 
everyone.

Serving Our Guests through Our Team
What we accomplish, we accomplish together. We cannot 
give great service alone. The service we give to our guests is 
inseparable from the service we give to each other. When we 
cultivate a resilient group of caring individuals who constantly 
push their own boundaries, we feed the potential for our guests 
to have a consistently great experience. 

Greatness Is A Choice
Regardless of talent, we all have a choice to do more than is 
asked of us — or settle for the status quo. At Pili, we strive to 
create spaces for our team to go above and beyond. When we 
find joy, we discover our greatest potential and the point of all 
our long hours. Is it not often the hardest days that bring out the 
greatest sense of joy in us, when we've been pushed to our limits 
and have succeeded, and we finish tired and grinning? Joy does 
not make our work easier. Joy makes it better.
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POLICY

Scheduling 
for Success
VISION FOR SUCCESS

We value time off as much as we value 
our work. Our team treats each other 
as guests, and provides the same level 
of forethought and preparation when 
planning time away as one would for any 
other guest.

POLICY

A Schedule Request must be submitted 
using the paper form, or by email, with 
at least two weeks’ notice. A completed 
Schedule Request includes the dates 
and duration of time off requested, and 
a gameplan for how to cover your shifts.

REPERCUSSIONS

Tardiness or absence without proper 
notice will result in a written warning. 
Repeated instances of absence or 
tardiness can result in suspension, and 
even termination.

Smart and timely scheduling allows our 
whole team to be ready, together.

Every member of our team is crucial to our collective success. 
We rely on each other because our work is not possible without 
each other. Sometimes our ability to see our work with fresh 
eyes means stepping away from it for a time. To see family, to 
recharge, to explore something new and to discover some yet 
uncharted inner landscape. We push our team to work hard, and 
we also push our team to rest. Both are necessary for long-term 
success.

Getting Ahead
In order to give great service to our guests, we must first give 
great service to each other. By clearly communicating our needs 
and letting our team know what to expect, we ensure that our 
service is as seamless as possible. Great service is rooted in 
sound operations.

Going the Extra Mile for Your Team
It’s one thing to take time off and let your team foot the bill. It’s 
another to do the leg work, search around, make a few phone 
calls and come up with a plan for how you’re going to cover your 
shifts. If your teammates are to be considered your guests, only 
one of those can be considered great service.

Owning Your Work
At Pili, our work is how we choose to spend our time, and 
something for which we take responsibility. We expect our team 
to own their shifts. That means doing the right thing when we 
need to take time off: Serve your team well by giving advance 
notice, scouting someone to cover your shift, and do everything 
in your power to set up your team for success while you’re gone.
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Employee Agreement

We made this handbook to help us forge a path to our Vision, and to build 
a common framework for how we can come harmoniously together when 
something isn’t working.

We commit to keep our eyes on the Vision. We uphold the Pili core values 
of Integrity, Humility and Compassion with our every word and action. We 
serve each other seamlessly, so that we may give our guests the very best 
of ourselves.

As an employee of Pili Group, I acknowledge the Vision set forth in 
this manual. I agree to be a keeper of our Vision so that I may lift up 
someone on my team who has lost sight of it, and trust they will do 
the same for me. If I fall short, I agree to the repercussions that I will 
incur.

If I must agree to anything, above all, let it be this: I agree to be paid 
to have as much fun as possible while doing the best work of my life.

E M P L OY E E  N A M E

E M P L OY E E  S I G N AT U R E

D AT E

S U P E R V I S O R  S I G N AT U R E


