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IMPORTANT INFORMATION 

LICENSING LAW AND WHEN NOT TO SERVE
	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	You should be aware of when you should open and close your bar, these times are non negotiable or any reason.
	
	Why are these times non negotiable?

	The customer should be over 18 years old to PURCHASE AND CONSUME alcohol
	The responsibility lies on the licensee for this, however you must act on behalf of the licensee in exercising all due diligence to avoid committing an offence. If you have any trouble, contact an AVM or DM, or get in contact with a member of security.
	When might it be necessary to alert a member of security?

	It is ILLEGAL  to service alcohol to any one who is drunk
	 The responsibility lies on the licensee for this, however you must act on behalf of the licensee in exercising all due diligence to avoid committing an offence. If you have any trouble, contact an AVM or DM, or get in contact with a member of security.
	When might it be necessary to alert a member of security?

	You are not allowed to serve no more than 3 sprit measures in one glass.
	The responsibility lies on the licensee for this, however you must act on behalf of the licensee in exercising all due diligence to avoid committing an offence. If you have any trouble, contact an AVM or DM, or get in contact with a member of security.
	When might it be necessary to alert a member of security?

	Be aware that the following are not allowed on the premises

· Use of controlled drugs

· Use of fruit machines under the age of 18

· Betting (small stakes are tolerated)


	If you are unsure about the lawful nature of someone’s activity please contact an AVM or a DM.
	

	Forms of I.D.

· NUS card

· Driving license

· Prove it card

· passports


	They must be PHOTO ID, make sure that they are sealed, with their date of birth on. If in doubt DO NOT serve them.  Please call for an AVM or a security member if any problems arise.
	At what times or occasions are you most likely to encounter under age drinking?
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DEALING WITH A CUSTOMER AND COMPLAINTS
	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Make sure you treat the customer as you wish to be treated your self.
	The key is not to argue or adopt an aggressive stance, as a bar supervisor you will regularly be called upon to deal with difficult customers.
	It is important to exercise tact in these situations? Why?

	Be aware of all customers at your bar, it is relatively easy to identify a customer who has a problem.
	Try to deal with a customer who has a problem as quickly as possible to avoid further aggravation.
	How would a customer with a problem be re-acting?`

	If a problem is brought to your attention give it your full attention.
	Ensure you give the impression that you take there problem seriously.
	How are they likely to react if they feel that they are not being taken seriously?

	You and your staff are not paid to take abuse in whatever form, you may be called to deal with abusive customers.
	If you can not diffuse the situation immediately, contact the AVM, DM and if the situation becomes serious contact security.
	

	If a member of staff refuses to serve a customer you may be asked to intervene.
	Back your member of staff up at ALL times, make sure you are aware of the facts, explain the situation fully to the customer.
	Why is it important to back p your staff?

	Customers may asked to be referred to you.
	Make sure you know both sides of the story.
	

	Make sure that standards of customer care are achieved.
	Try to acknowledge customers and inform then of whom you are to serve next
	Why do we have minimum standards?

	You are a representative of LSU and not the venue dept. in the eyes of the customer, act as such
	If you are unable to help refer them to someone that can.
	

	You must be aware of relevant policies and adhere to them in all situation.
	If any further action is to be taken, or any complaints to be made you must report this to the management team.
	Why is this important?
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MANAGING STAFF

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Treat your staff as you would like to be treated yourself
	Your staff are intelligent, free thinking individuals, it will often be in your advantage to listen to their opinions.
	

	Aim to develop your staff and help them get better at their job.
	Let them do tasks with out being told.
	What type of jobs would you not like them to be doing with out asking you first?

	Aim to be checking that standards are reached rather than standing and watching every one do everything.
	Give positive criticism and praise when it is deserved.
	How can this make you a better supervisor?

	Act as a communication channel, both from management to staff and vise versa.
	You must be fair and you must speak confidentially were necessary, do NOT gossip about staff members, be tactful at all times.
	It is important that you support management decisions at all times why ?

	If a member of staff is not up to your standards them put in the necessary training.
	The standards we require are minimum, DO NOT blame another supervisor or AVM.
	

	Be polite, say please, thank you. DO NOT push your authority down their throats. Try and be a member of a team not a dictator
	Experience had proved that you get more respect this way. try to be doing something at all times, your staff will lose respect for you if they feel they are working harder than you
	Why is it important to have respect from your staff?

	Move staff around bars as and when a bar needs staff 
	This varies depending on trade, bars tend to get busy at different times of the night.
	Watch bars at all times to make sure that they are coping with the amount of customers that is at the bar.
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TRAINING VENUE STAFF AND VENUE SUPERVISORS
	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	The management team will have done some basics but you hold the key to the success of your staff.
	
	

	Introduce yourself and other members of staff working in that area.
	This includes, security, AVM’s and DM
	How can this help your new member of staff?

	Find out what experience the person has had before joining LSU.
	Was this place busy? Position held there? Bear in mind people can lie in order to impress
	

	Make sure they are aware of legal requirements.
	VERY IMPORTANT
	

	Make them aware of evacuation procedure.
	VERY IMPORTANT
	

	Take them step by step through a till transaction.
	Explain till discrepancies.
	

	Explain correct till procedures to them.
	i.e. one person uses the till at any one time.
	What other procedures would you explain?

	Explain that they must go at their own pace to start with, and should concentrate on getting it right and not trying to match those around them
	Speed will come with experience.
	

	Point out that the prices on the pumps and the price list behind every bar.
	This will help them until they get to know all the prices.
	

	You must try and give your new staff as much of your attention as possible, ensure that they are happy thought their early shifts
	Try to constantly give positive feedback, especially at the end of their first shift.
	Why is it important to give tehm lots of attention?
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MOTIVATION AND TEAMWORK

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	The team is built by the actions of its leader.
	The team can also be destroyed by the actions of its leader
	

	Avoid de-motivating people.
	Acknowledge success, treat all staff equally.
	In what way might you motivate your staff?

	DO NOT bring your bad moods into work with you.
	This affects team morale.
	

	If a member of staff is unusually quiet then approach tem in a discreet manner to see if there is a problem.
	Always be tactful.
	Why is it important to be tactful?

	See the positive side in someone.
	Try and be a role model for those working on your bar.
	

	Ensure your staff enjoy working

· making an effort to get to know them

· encouraging them to staff drinks

· showing them how they can improve

· setting goals and achievements
	Everyone one who works is doing it for the money, try and create a team. A happy team will increase customer service
	How does smiling increase customer services?

	All goals should be challenging yet achievable

· till accuracy

· total takings

· bar V’s bar
	Acknowledge when a goal has been achieved.
	What type of goals could you set?
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ASSESSING STAFF

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Make sure that your staff have the correct uniform on.
	Make sure it is black trousers and shoes
	Why is it important to look smart?



	Make sure your staff are aware of all the products that we sell, and what offers are available.
	Make sure that staff are aware of our weekly programme
	Why Is It Important To Know What Is Going On?

	Staff need to be aware of customer service and it is your job to let them know what and when they are doing wrong, for example holding glasses around the rim.
	Keep a regular check, let them know why customer service is important.
	Why is it important to give good customer service?

	Generally assess your staffs abilities as you will be doing there competency checks, and you need to know how well they are doing, if they are not doing so well, then coach them along, give them some help and advice.
	Be tactful about helping people when they are doing things wrong, as you do not want to upset them or embarrass them in front of others.
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BEGINNING OF THE NIGHT….  

SAFE COUNT 
	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Collect the safe key from the duty manager, so a safe count can be done. 
	
	

	Safe count, ONE AVM is responsible for the safe in the evening
	This is so it is possible to take account for all error’s
	

	Make sure the safe balances, or is the same as the previous shift.
	
	

	If there is a discrepancy then double check every thing.
	
	

	If the safe is still out, then check again, but report to the duty manager.
	
	

	Make sure everything is signed in and out of the safe at ALL TIMES
	
	


PLEASE MAKE SURE THAT A NOTE IS RECORDED EVERY TIME SOME MONEY IS TAKEN OUT!

REPORT ANY DISCREPENCIES TO THE DUTY MANAGER
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FLOATS AND TILLS

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Take relevant tills off the shelf that will be needed for that night. (including Bars, Ents and cloakroom, plus any extra’s)
	.
	

	Make up floats from the money in the safe so each Bar till draw has £200 in set denominations
	```
	

	Make up floats from the money in the safe so each Ents till draw has £300 in set denominations
	
	

	Make up till floats for any additional tills for the evening, such as hey ewe door cloakroom
	
	


BAR TILL DENOMINATIONS
	£5 NOTES
	£30
	6 Notes 

	£1
	£100
	5 Bags

	50p
	£30
	3 Bags

	20p
	£30
	3 Bags

	10p
	£5
	1 Bag

	5p
	£5
	1 Bag


ENTS TILL DENOMINATIONS
	£5 NOTES
	£50
	10 Notes 

	£1
	£200
	10 Bags

	50p
	£50
	5 Bags
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Front Door Tills

Refunds

With a member of staff logged in, press the supervisor functions button on the main screen.  On the new screen enter your username and password and press enter.  This should unlock the supervisor function buttons.

To refund an amount, just press the refund button and then fill in the details.  Once complete press enter again, the till draw should now open and a refund receipt printed
How to X and Z the till

With a member of staff logged in, press the supervisor functions button on the main screen.  On the new screen enter your username and password and press enter.  This should unlock the supervisor function buttons.
Now simply to X the till press the X button, or to Z the till press the Z button.  When the X button is pressed an X should be printed.  When the Z button is pressed, a Z is printed and the till draw opens.  Remember it is important to keep all X and Z printouts as they are sequentially numbered and finance need them.

How to exit the kiosk software
Once again you need to go into the supervisor functions (see above).  Once there just press the exit button.  This will log off the current user and exit the software
How to get a door count

To get a door count, you need to use a different software program.  On each of the tills and the computer in the cash office there is a link to a program called Admin.exe, load this program.  Click the log on button and put in your username and password.  Once you have done this, click the Activity button at the top and then the summary button, this will give you the door count for the entire till system, broken down into the different products.  If you wish to see a door count for an individual till, just select the till from the list.
What to do if the till has a network problem

If the till goes into Local Mode during an event, this means there has been a problem with the till network.  You should first check to make sure that all the tills are plugged in correctly, the hub is functioning properly (signified by status lights on the front) and that the till server is switched on (the till server is in the Ents Office next to Nic Botleys desk).

If all of that appears to be ok, then access the supervisor functions (see above).  Once there press the network button which should force the till to reconnect to the network.  If there is still a problem contact the Duty Manager.
What to do if the till has a printer / cash drawer problem

If the till stops printing receipts then firstly make sure that receipt printing is turned on (in supervisor functions) and the the printer itself is switched on and has till roll inside.  Now make sure that the printer and cash drawer are connected correctly.  The printer is connected to the computer via a paralell port cable and then the cash drawer should be plugged into the back of the printer.  Once you have checked the connectioins, access supervisor function (see above) in the till software and press the Reclaim OPOS button.  The printer should now be working if there is still a problem, contact the Duty Manager.
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SETTING UP THE BUILDING

FUSION

· Furniture

· The furniture needs to be set up, depending on the event – FND, HEY EWE less furniture, other nights maybe a bit more out and about, ALL furniture that is notr needed
· Lighting

· Select the correct lighting for the event using the fish key panel, by the games machines and the sofa area.

· Air con

· Switch on Air Conditioning using the swiches in the AV cupboard selecting the right temperature for the event.

· Colour changers
· The colour changers are behind the bar and aimed at the plasma screens. The controls for this are in the AV cupboard. There are several controls on here, you can change the colours and the speed of the light cycle. 

· Glass swap

· The glass swap needs to be set up, preferably by the balcony entrance near bocca bar. This needs to set up with a required amount of plastic cups for the evening, and a required amount of bottle bins to last out the evening.
· Balcony
· ALL cloakroom rails need to be removed from the balconey and placed in the council chamber ready fopr the event. The balcony needs to be free of all rubbish and old furniture ect.. there needs to be a few high stools around the edge of the balcony and that is all ready for the event to open.
· Music 

· Make sure the music is at an appriopiate level with appriopiate music for the event.
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SETTING UP THE BUILDING

BAR ONE

· Furniture

· Ensure that all furniture is in the correct places, i.e. NO high stools propping open the door through to JC’s, make sure that all high stools are on the high tables on the dance floor and make sure that all cubes are in the seating arean in the centre of the bar. 
· Lights
· Ensure that all the bright lights are off and only the blue and white LED’s are left on, this of course depends on the event. But for and FND and HEY EWE we aime to switch as many off as possible and aim to create an atmosphere. 

· Glass Swap
· Make sure that there is enough plastic cups out for the event, also make sure that there is enough bottle bins for the evening available.

· Music 
· Make sure the music is at an appriopiate level with appriopiate music for the event.
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SETTING UP THE BUILDING

BOCCA
MAKE SURE IT IS FREE OF ANY CATERING RUBBISH THAT MAY HAVE BEEN LEFT AROUND FROM THE DAY.

· Furniture

· The furniture needs to be set up, depending on the event – Make sure all tables are set up with the correct amount of chairs around them, and all tables are clean .
· Air con
· Switch on Air Conditioning using the swiches behind the bar
· Music

· Make sure the music is at an appriopiate level with appriopiate music for the event.
COGNITO
· Furniture
· All furiture needs to be arranged in the central raised area of the bar, this is to make it easier to.
· Air Conditioning

· Make sure that this is switched on, the controls are actually behind the bar.

· Lights

· Switch off the lights to match the event, however make sure that it is not too dark, there NEEDS to be a set amount of lights left on, to avoid accidents.

· Dancefloor

· Make sure that the computer is on ready for when the DJ comes in to work.

· DJ Booth

· Switch all the fuses on, (you will hear a clicking noise as the lights turn on) and make sure the pad locks over the dj equipment is unlocked.
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SETTING UP THE BUILDING

PIAZZA

MAKE SURE ALL RUBBISH IS CLEARED UP FROM THE DAY, FROM THE SHOPE, AND FROM CATERING AND THAT THE BINS ARE EMPTIED

· Tables and Chairs
· The tables need to be organised depending on the event, on an event night FND and HEYEWE they need to clear the main floor space of the piazza, by pushing the tables to the side of cognioto’s windows with the chairs, but leaving some table with out chairs down the middle of the room to allow people to leave bottles of drinks on them, rather that the floor. 
· On a non event night, the tables and chairs just need to be arranged neatly with chairs around the table.
· Lighting
· The lights need to be switch off, and the colour changers need to be switched on, the colour changers are a switch in the venue office, (by jasons desk, it is the light switch by itself)

· Bottle Bins
· Make sure there are enough bottle bins in the piazza to cope with the amount of glass that will be collected during the event this will vary depending on the event.
· Automatic Doors
· The automatice doors need to be switched OFF for an event, this is done from the cleaning cupboard near the disabled toilets in the piazza, ( says staff only on the door ) in here there are 3 black boxes in there and you need to press the  button shown in figure one, when you have pressed this button you will notice that the green light will turn to red, this indicated that the automatic doors are no longer switched on. 
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TILLS
Make sure that the till supervisor has the tills ready for the event in good time, keep a check on them and ensure that they will be ready to open on time.
BARS 

Make sure that they all have there shutters open and ready to go for the event so it can be open on time. Ask them if they have any problems that would effect the event.
Venue

Make sure that all fire exits have been checked and that they are free to open, and there is nothing in the way and that they are clear of all rubbish.
Last but not least FIRE PANEL……………………. And then the event is ready to open
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FIRE PANEL

The fire panel needs to be set / isolated before the event. There are TWO fire panels in the venue, COGNITO and the MAIN ONE (in union reception)

COGNITO FIRE PANEL
There is a little panel on the wall just inside the catering kitchen, there is a dial and a switch, you need to turn the dial to the amount of hours that is needed.
The dial goes from 0 – 10 hrs once you have selected the time scale needed, then put in a fish key and flick the switch til the red light turns to green.


MAIN FIRE PANEL
1. Identify detectors for isolation by loop and address numbers

2. Enter 3116

3. Press 1 (Isolate)

4. Press 1 (Isolate address)

5. Type in loop number, press enter

6. Type in address number, press enter

7. Press 1, (Isolate) The panel will start to bleep, press accept to stop the bleeping

8. Press 0 (exit) 

9. Press 0 (exit)

10. Go to the panel 2 located in the Piazza by Eye check and press accept, (please ensure door is locked securely)
**Please note to isolate different addresses on different loops, you need to exit and re enter the isolation menu**
ONCE FIRE PANELS ARE ISOLATED, AND ALL TILLS AND BARS ARE READY LET THE DUTY MANAGER KNOW THAT THE EVENT IS READY TO OPEN!
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DURING THE EVENT…..
BAR/TILL CHECKS
Regualry check around the bars and make sure that they are running well and that every thing is ok, that they have enough change and staff. You may be require to re-programme fobs, or help out behind a bar if needed.
If over staffed once tills have finished ensure that you send staff HOME as we have a budget to keep to and we must ensure  that we do.
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END OF THE NIGHT…….
ENTS TILLS

When the doors close, this could be mid-night queue depending, it may close a bit later.  You need to X and Z all the tills individually, please note ** X NEEDS TO BE DONE FIRST** write the name of the member of staff on the top, so that amy discrepencies can be linked back to the user.
Once the tills have been X’d and Z’d they need to be taken back to the cash office, this require you to get a member of security and a extra mamber of staff to help you carry them across. Before going to cash op, ensure that you have sent every member of till staff to where they are next needed.

Once you have taken the tills across the till supervisor will pack ALL equipment away.
ENTS BANKING
You need to have the spread sheet open which is one the quicklaunch bar on the avm bars log in (it is the blue circle with a question mark in) put in all the figures from the X’s
Using the money counters, count the following…….

1. Full bags of coins, (by hand)
2. Notes, (using note counter)
3. Lose Change (using coin counetr)
4. any refunds / extra tick (these may help you out if there is a variance)

Take out the £300 float that the tills began with and put it in a pile ready to go back into the safe.
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ENTS SPREADSHEET


	Friday
	FND
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	Friday Totals
	 

	
	Door Entry
	Warm - Ups & Parties
	Cloakrooms
	Tickets
	Other
	
	 
	 

	Till 
	Animal
	Bert
	Big Bird
	C Monster
	Bernie
	Gonzo
	Grouch
	Ms Piggy
	Fusion 
	Bocca
	Cognito
	Room One
	Bar One
	Clkrm 1
	Clkrm 2
	Tickets
	 
	
	 
	 

	Read Total
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	Read Total
	0.00

	Actual Total
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	Actual Total
	0.00

	Notes:       £50
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Variance
	0.00

	£20
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	 
	 

	£10
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Takings breakdown
	0.00

	£5
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Door Take
	0.00

	Coins:       Bags
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Warm-Ups & Parties
	0.00

	Loose
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Cloakroom
	0.00

	Difference
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	Ticket Total
	0.00

	User:
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Invoice Total
	0.00

	Invoice to:
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Other
	0.00

	Invoice amount:
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Doorcount Breakdown

	 
	 
	
	
	
	
	
	
	
	 
	
	
	
	
	 
	 
	
	 
	
	Total
	0

	Door/Unit count:
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	Main Door
	0

	Guestlist
	Main:
	0
	Staff:
	0
	AU:
	0
	Star Turn:
	0
	 
	
	
	
	
	
	
	
	 
	
	Warm-Ups & Parties
	0

	Comments:
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	Tickets
	0

	 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	 
	
	Guestlist
	0
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ENTS BANKING SHEET


	TOTAL TO BANK

	

	 
	 

	£0.00

	

	 
	 

	£50
	 

	£20
	 

	£10
	 

	£5
	 

	£1
	 

	50p
	 

	20p
	 

	silver
	 

	Bronze
	 

	TOTAL
	£0.00

	
	

	+ / -
	£0.00
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BARS TILLS

If it is quiet you can start to close a few bars down early, which will speed up the banking process and you will be finished earlier. When closing a bar check with the duty manager that it is ok, then contact the supervisor to say they can close. They will then X their tills which will print out in the cash office.

BAR X’s

The x’s are quiet clear there are a few things on there that may not be so clear, so to make sure that every thing on there that you need you know about, looking at the samples below.
It is essential that if there is a warm up, the tills are x’s at the end of the warm up, as they have to take a set amount across the bar, we need to know this figure to ensure that the correct people then get invoiced for the warm up.
MONEY

The money needs to be counted in a logical way, best if done bar by bar, as you DO NOT want to get the money mixed up, between bars as if this happens it could go horribly wrong – so……   best way to count is bar by bar, counting the Notes, lose change, any bagged up change, and refunds, this is typed straight into the spread sheet, same as the Ents spread sheets (except this on can be found on the quick launch bar as a red square)
TAKE OUT THE £200 FLOAT that the tills began with, and put that in a pile ready to go back into the safe
**If there is any variance please check it again, as it could be a silly mistake**
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BAR X READINGS - SAMPLES
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BARS SPREADSHEET

	Tuesday
	Date
	#REF!
	 
	
	 
	 
	 
	 
	
	 
	
	
	
	
	
	
	
	
	
	
	
	Tuesday Totals

	Bar Name
	Bocca
	Fusion 1
	Pit Bar
	Jc's
	Can Bar
	Concert Bar
	Fusion 2
	Cognito
	Kiosk
	
	 
	 
	 

	Till No.
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18
	19
	20
	
	 
	 
	 

	Read Total
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	Read Totals
	 
	0.00

	Actual Total
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	Actual Totals
	0.00

	Notes:     £50
	
	
	 
	
	 
	 
	 
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	
	 
	
	 
	 
	 

	£20
	 
	
	 
	
	
	 
	
	
	
	 
	
	
	
	 
	 
	 
	 
	
	 
	 
	
	 
	 
	 

	£10
	 
	
	 
	
	 
	 
	 
	
	 
	 
	 
	
	
	 
	 
	 
	 
	
	 
	 
	
	Variance Tot
	 
	0.00

	£5
	 
	
	 
	
	 
	 
	 
	
	 
	 
	 
	
	
	 
	 
	 
	 
	
	 
	 
	
	 
	 
	 

	Coins:  Bags
	 
	
	 
	
	 
	 
	 
	
	 
	 
	 
	
	
	 
	 
	 
	 
	
	 
	 
	
	 
	 
	 

	Loose
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	Bocca
	 
	0.00

	Refunds:
	 
	
	 
	
	 
	
	 
	
	 
	 
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	Fusion 1
	 
	0.00

	Difference
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	Pit Bar
	 
	0.00

	 
	 
	 
	
	
	
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	 
	 
	
	JC's
	 
	0.00

	Supervisor:
	 
	 
	
	
	
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	 
	 
	
	Can Bar
	 
	0.00

	Users:
	 
	 
	
	
	
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	 
	 
	
	Concert
	 
	0.00

	 
	 
	 
	
	
	
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	 
	 
	
	Fusion 2
	 
	0.00

	 
	 
	 
	
	
	
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	 
	 
	
	Cognito
	 
	0.00

	 
	 
	 
	
	
	
	 
	
	
	 
	 
	 
	
	
	 
	 
	
	 
	
	 
	 
	
	Kiosk
	 
	0.00

	Start Error!?
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BARS BANKING SHEET

	#REF!
	Tuesday Totals
	 
	
	
	
	
	
	

	Bar Name
	Bocca
	Fusion 1
	Pit Bar
	JC's
	Can Bar
	Concert
	Fusion 2
	Cognito
	Kiosk
	Totals
	
	Till No
	Read 
	Actual
	Variance
	Refunds

	Read
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	1
	0.00
	0.00
	0.00
	0.00

	Actual
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	2
	0.00
	0.00
	0.00
	0.00

	Variance
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	3
	0.00
	0.00
	0.00
	0.00

	Banking
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	4
	0.00
	0.00
	0.00
	0.00

	Notes:   £50
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	5
	0.00
	0.00
	0.00
	0.00

	£20
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	6
	0.00
	0.00
	0.00
	0.00

	£10
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	7
	0.00
	0.00
	0.00
	0.00

	£5
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	8
	0.00
	0.00
	0.00
	0.00

	Coins:      £1
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	9
	0.00
	0.00
	0.00
	0.00

	50p
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	10
	0.00
	0.00
	0.00
	0.00

	20p
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	11
	0.00
	0.00
	0.00
	0.00

	silver
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	12
	0.00
	0.00
	0.00
	0.00

	bronze
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	
	13
	0.00
	0.00
	0.00
	0.00

	Total
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	14
	0.00
	0.00
	0.00
	0.00

	Refund:
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	15
	0.00
	0.00
	0.00
	10.00

	+ / -
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	0.00
	
	16
	0.00
	0.00
	0.00
	0.00

	Banked:
	
	
	
	
	
	
	
	
	
	 
	
	17
	0.00
	0.00
	0.00
	0.00

	Together
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	 
	
	18
	0.00
	0.00
	0.00
	0.00

	Individualy
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	ڤ
	 
	
	19
	0.00
	0.00
	0.00
	0.00

	 
	
	
	
	
	
	
	
	
	
	 
	
	20
	0.00
	0.00
	0.00
	0.00

	 
	
	
	
	
	
	
	Signed
	 
	 
	 
	
	Total
	0.00
	0.00
	0.00
	0.00
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THE SAFE…

Once ALL bars and Ents tills have been counted there should be a pile of floats that the tills started with ready to go back into the safe, you NEED to double check that this does actually match what you did give them, and if all present and correct then put it all back into the safe.

BARS FLOATS

IF  you have given bars floats, some times you don’t need too, but if you have, it is best to leave these completely separate form the banking, and either count them back into the safe before or after the banking, if you find that during the banking you find a bar that is massively out, it may be in the float so have a quick count of it , but then put it back to one side out the way, as it once again gets awkward and tricky if there is too much money about and too many things happening at once.
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BUILDING CLOSE DOWN…

AROUND THE TIME THE BUILDING NEEDS TO CLOSE, THIS DEPENDS ON THE EVENT, THERE ARE SEVERAL THINGS THAT NEED TO BE DONE TO ENSURE THAT THE EVENT FINISHES ON TIME. (On nights when two AVM’s are working only one of them go and do building shut down, while the other one gets a head start on the counting up)
DJ’S

AT about 15mins before you want them to finish go and give them a warning.

GENERAL CLOSE DOWN
On an event night the close down will start at the top of the building and work its way down, best to start in bocca bar and get the DJ in there to finish slightly earlier, so that security can get people moving down stairs. Once the DJ has stopped switch on all the lights in there, then make your way to fusion, and then do the same there is not usually a DJ In there so, go over to the light panel and switch on the lights then over to the AV cupboard to turn the music OFF. Then go over the balcony and give the auditorium DJ there warning.
Once bocca and fusion are all off, and security are moving them all downstairs make your way to cognito and give the DJ his warning, then go and switch on the piazza lights to allow people to see on their way out. Once these lights are on go back to cognito and wait by the light panel and wait for the DJ to finish before switching them on.  

Once cognito is done make your way to the auditorium, and listen out to the DJ for his last song and once this is being played go into the plant room and switch on all the lights, then every thing is done

Go back to the cash office and assist in counting up.

AFTER ABOUT 45 MINS AFTER THE EVENT GO AND NORMALISE THE FIRE PANEL and MAKE SURE THAT ALL AIR CONDITIONING IS SWITCHED OFF, (BOARDWALK, COGNITO AND THE MAIN AUDITORIUM)
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EXTRA INFORMATION …….  

AVM BARS TILL TRAINING

	ITEMS
	HOW?
	COMMON PROBLEMS?

	X’ing a till
	1. Take off any fob

2. Put in key, turn to x

3. Type 123 clerk ID

4. Enter, enter, enter, till cash drawer opens
	It says no options. 

This is because the key is turned to Z and not X 

It says KP error

This is because the network cable is not in the back of the till. 

	Refunds
	1. Put fob on

2. Turn key to X

3. Press refund

4. Then ring through which drinks you want to refund

5. Press cash

6. Turn key back to R and carry on as normal.
	

	Changing price level

THESE LEVELS SHOULD BE USED ONLY AT THE REQUIRED TIMES.
	1. Put fob on

2. Turn key to Z

3. press price shift

4. pick which level

5. Turn back to R and continue as normal.
	Choosing the wrong level…

The levels….

1. standard prices, everyday prices

2. hey ewe prices, should be put on a Wednesday

3. midnight madness on a Wednesday

	Programming FOBS
	1. Take off any fob

2. Put in Key, Turn to Z

3. Type 3662 clerk ID

4. Go to program functions press enter
5. the go down to clerk I button

6. select staff member or bar press enter

7. put on FOB

8. turn key back to R
9. FOB should work under the selected name.
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RADIO TRAINING
On first receiving the radio, you should ;

1. Check that it is turned on, and set loud enough to be heard.

2. Check it is set to the correct channel for use.

On making a transmission you should;

1. Check the radio is turned on and is loud enough.

2. Check that the correct channel is selected.

3. Hold the radio about 6 inches away from your mouth.

4. Press the transmit key, pausing briefly before speaking slowly, loudly and clearly into the mic area.

5. Release the transmit button at the end of the transmission.

Points to note

· In busy or noisy areas it is harder to transmit a clear message, you should speak more slowly, loudly and clearly. Do NOT shout, hold the radio too close to your face, or speak quickly.

· To help with transmitting in a noisy area, try shielding the mic area of the radio away from the noise with your hand, and talk into the shielded area.

Radio Procedure

For most bars communications you will first be calling someone on channel one, and then switching to channel two to make the full message. An example call is shown below:

[Start of Transmission]

* Turn radio to channel one*
“JC Bar to Matt Nunn, Matt Nunn Receiving?”

“Matt Nunn receiving, go ahead”
“Can you move to channel two please Matt”

“Received, moving now”

* Switch radio to channel two*

“Matt, can you come to JC bar please, non-urgent, repeat non-urgent” “Received, on way”[End of Transmission]
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CUSTOMER SERVICE QUALITY AUDITS
	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Premises and equipments
	· Was the service open as advertised?

· Client area clean and tidy?
· Staff area tidy?
· Are special offers and promotions advertised?
	

	Products and services
	· Was what you wanted available?
· Where you served promptly?

· If there was a queue was it fast moving and well managed?

· Was the product or serve of good quality (cold drinks)?
	

	Service
	· Do the staff look the part, smart, clean, tidy uniform
· Customers greeted in a friendly way, smile, eye contact?

· Was the transaction efficient?

· Any extra help?

· Thank you / good bye?
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CODE RED

When you hear a code red on the radio that is your call to stop what ever you are doing and get to the main fire panel.

Listern to what it is though as if it is only a pre alarm there is no need to go mad, but if it is a break glass there is, so listern…..

Once you get to the panel await the duty manager, who will silence and reset it if it has been given the all clear, if it has you will hear the radio signal “cancel cancel” 

IF CANCELLED WAIT AROUND THE FIRE PANEL FOR A FEW MINUTES JUST TO MAKE SURE IT IS NOT GOING TO GO OFF AGAIN
If however it is not cancelled and an evactuation is needed, the duty manager will hit the evacuation button then wait at the main doors for the fire engines, it is then your jobe to check the main rooms upstairs and downstairs. This responsibility is split between both AVM’s (so one take up stairs and one take down stairs) then go and meet the duty amanger at the main door.
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EVACTUATION PROCEDURE 

ROOMS TO CHECK IN THE EVENT OF A BUILDING EVACUATION

Downstairs

1. J.C Bar and corridor

2. J.C Cellar

3. J.C Office

4. Bottle bar and fire exit

5. Auditorium

6. Backstage and Stage

7. Chair store

8. Plant room

9. Concert Bar area

10. Lift and motor room

11. Glass wash area and storeroom

12. Cellar yard
Upstairs

1. Venue office

2. Stairs down from Fusion

3. Lift

4. Pool area 

5. Balcony

6. POD

7. Plant room and stairs

8. Corridors (Rag/Scot Spot / AU)

9. Media (LSU TV and LCR)
- -





FIG 1





Put X reading figure in here





VARIANCE IN RED





Door count for that till





Guest list, make sure all people that go through are on here








Amount in cash for staff drinks





Amount in cash for ENTS Rider





ADDRESSES TO ISOLATE


Loop 1 address 56


Loop 4 address 30


Loop 4 address 33


Loop 4 address 34


Loop 4 address 39


Loop 4 address 49


Loop 4 address 52


Loop 4 address 63


Loop 4 address 68


Loop 4 address 69


Loop 4 address 70








Amount of staff drinks





Time it was X’d





Till Number





Total sales for that day





Total sales for Till





Amount that needs to go into the spread sheet ** Look out for the ENTS rider***





Amount of  Transactions





Once again very straight forward…..





The banking for the front doors, cloak room are done separately, we try NOT to bank many £5 notes, we try to bank in the biggest denominations as possible.





We are only allowed to bank a maximum of £5 in change. So change all the change into notes form the safe.





Once the correct amount of money is ready to bank, Double check it, and then band it up, and write a credit note.





**ALL banking books are in the cash office it is a MUST that you use the correct one at all time, if however there is NOT one available please contact the duty manager**








WHEN CREDIT NOTE IS READY, PRINT OFF A COPY OF THE SPREADSHEET AND BANKING SHEET AND STAPLE ALL THE X’S TO IT AND THEN SIGN IT AND PUT IT IN THE COMPLETED BANKING SHEET DRAW.








Once the correct money is ready to be banked, please double check it and then write credit notes for each bar, each bar has a banking book of its own, please ensure this is used, it is important for finance that it is, if there is NO book for any reason please contact the duty manager. 
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