[image: image2.png]serial

Channel selector

Onioft, Volume

Earpisce.
Connestor

Loudspeaker
Transrit ey
e




Venue Supervisor Training Manual
2009 - 2010
Venue Supervisor Training Manual
2009 - 20010       


 

[image: image1.wmf]                                                                                                                     

CUSTOMER CARE key points to keeping a GOOD bar! ((((
· Make sure that the bar is open on time and well presented. (make sure you stand back from your bar on the other side and look to see how well presented it is)
· Be tidy and smart; make sure you are in full uniform.
· Make sure your bar area is clean and tidy.
· Make sure your staff area is clean and tidy.
· Make sure people are served promptly.
· Smile and make eye contact with the customer.
· Make sure the transaction is efficient.
· Be helpful and friendly.
· Promote ALL promotions.
· Say thank you / good bye to the customers.
What could you do to make it better?
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Role of a Supervisor (a brief overview)

Bar:

· It is important you understand the workings and requirements of the bar you are working on so you can successfully inform and lead your staff.

· Ensure the bar is set up correctly at the start of the night.

· Ensure the bar is fully stocked for opening, this includes glass as well as drinks. 

· Tills are collected and contents is counted.

· Maintain a high standard of cleanliness throughout the night.

· Refill stock throughout and at the end of the night.

· Any issues are delt with swiftly, if you cannot resolve the problem yourself, alert the relavent person.

· Ensure the bar is opened and shut at the times specified by the AVM or DM.

· The bar must be thouroughly cleaned at the end of the night, ready for the next night.

· You must ensure all your tills and floats are returned to the cash office at the end of the night.

· You must record any wastage and possible till descrepancies.

· Any issues need to be reported to the AVM or DM at the end of the night

Staff:

· Your staff are your responsibility, if they are perfoming badly it is your job to discover why and resolve the issue otheriwse this will reflect badly on you.

· You are responsible for checking staff uniforms and reporting anybody repeatedly wearing the incorrect uniform to an AVM or DM.

· If any of your staff are more than 15 minutes late it is your duty to report them to an AVM or DM. 

· If you suspect any member of staff is giving out drinks or taking drinks themselves that are not being paid for you must report this to the DM.

· At the end of the night you must ensure all staff sign out for the correct time and take the completed sign out sheet to the cash office.

· You must act as a role model to your staff and therefore set a good example, a good leader produces a good team. 
· It is important to maintain a professional working environment and so all you staff must be treated the same. 
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FLOATS AND TILLS
	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Collect the tills and floats for your bar, from the cash office, from the AVM. 
	Once you have received a float, the money becomes YOUR responsibility. Never carry tills alone, ask to be escorted by a member of security.
	

	Check that the floats/tills you have been given are correct, this should be done IMMEDIATELY.
	ANY errors should be immediately reported to the AVM, the float/tills in question should not be used until the discrepancy has been accounted for.
	What would happen if this was not reported immediately?

	When putting extra change into tills you must exchange this with exactly the same amount out of your float.
	ONLY bar supervisors should touch the float as it is YOUR responsibility and only do ONE till at a time to avoid mistakes.
	

	REFUNDS, we only refund on the cigarette machines and Games Tec machines, (pool tables, jukebox, itbox, dance machine, racing machine) 
	Please ensure a note is written and put in the relevant till, so allowances can be made when cashing up, if broken please put an out of order sign on it and report to an AVM, to contact out supplier
	

	There are times when vouchers circulate for various offers; these should have a valid union stamp on and a signature. Also, some vouchers are only valid on certain nights (check voucher sheet)
	If you are unsure please contact an AVM or DM
	

	Please ensure that members of staff are allocated to ONE till, they must stick to this till DO NOT swap them around. Also ensure they are only using their own till number. 
	This is so we can record till errors.
	

	Please record any major mistakes that are made on TILLS as this may help us if there is a discrepancy when cashing up.
	If you can rectify the problem by using till procedures that you have been taught then do so, but if it is a problem that involves wastage or financial error please record and report at the end of the night, or immediately to an AVM.
	

	Wastage needs to be recorded during or at the end or every shift.
	This includes wastage from drip trays as well (Drip tray buckets hold 8 pints when full) 
	

	Make ALL staff aware of the discrepancy limits
	+ / - £2.50 per £1000, action will be taken if worse than this.
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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.
	If unsure, ask the AVM.
	Why are these times non negotiable?

	The customer must be over 18 years old to PURCHASE AND/OR 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?


WHAT IS TOOO DRUNK???

People are too drunk to serve and be in the building when they are no longer reasonably responsible for their actions.
Indicators will include:-

· People who being incoherent and quarrelsome
· People who aren’t able to avoid bumping into others as they walk around the building

· People having trouble with sorting out their money or looking after their possessions.

· People who are vomiting or loosing control of other bodily functions

· Lying down or passing out

Of course many of these are indicators that things have already gone much too far and we should try to intervene before they reach this point though this is obviously difficult as alcohol will take a time to take full effect.

Any member of staff seeing someone in this state should alert security.  Bar staff should refuse to serve and alert security.  Door staff should refuse admission.

If you are caught serving alcohol to a person under 18, or if you serve alcohol when you know it is being purchased for a person under the age of 18, YOU will be fined £5,000 and LSU will be fined an additional £5,000.

For additional information about the licensing laws check out the website below. 

http://www.opsi.gov.uk/acts/acts2003/ukpga_20030017_en_1
If you are interested in learning more about the Licensing Law and obtaining a Personal License there will be courses run throughout the year for a small fee. Your AVM or DM will be able to tell you when the next course is being held.
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DRUG USE

Loughborough Su have a zero tolerance approach to the use of recreational drugs whether that is by staff or customers inside/outside  the venue, listed below for your information are the current categories of drug classification as defined by the misuse of drug act 1971
 

Class A, Opium, Morphine, Heroin, Cocaine, Crack, Ecstasy, LSD, Magic mushrooms, Crystal Meth
Class B, Amphetamines, Cannabis, Ritalin
Class C, Tranquillisers, some Painkillers, Rohypnol (date rape), GHB, Ketamine.
 

Certain other class C drugs are not illegal to possess but are illegal to sell or deal i.e. steroids.  All of the above drugs are illegal to posses, use or to deal in, anyone found doing so will be arrested and handed over to the police to be prosecuted accordingly.
 

Certain other substances such as amyl nitrate i.e. poppers have no classification but are not to be brought in or used on a license premise.
 

Knowingly allowing drug use/misuse on a licensed premise is a criminal offence under the licensing act i.e. not reporting friends /customers using drugs could result in criminal proceedings against the staff member witnessing the drug use.
Please also be aware that it is an offence to smoke in an enclosed space, i.e. inside the bar club areas, anybody doing this must be reported to security to deal with.
How to spot a drug user?

Some drugs are more common amoungst clubbers than others and its important to be aware of how to spot drug use. If you do suspect a person to be possessing, using or dealing drugs, DO NOT approach them yourself, tell your supervisor and they will alert security. 

Below lists the more common club drugs and the side effects to look out for.

· Ecstasy – talking gibberish, rapid eye movements, sweating, chills, high temperature, uncontrollable jaw movements.

· Cocaine – restlessness, anxiousness, constant sniffing and licking of lips and gums, acting over confident and in an aggressive mannor. 

· LSD – hallucinations causing strange or anxious behaviour, talking to self or inanimate objects.

· Crystal Meth – Sores around nose and mouth, tremours, anxiety, paranoia, violent and unpredictable behaviour.

· Ketamin – paralysis or impaired motor movements, hallucinations, euphoria, confussion, panic and rage.

· Cannabis – paranoia, lack of concentration, uncontrollable thirst, bloodshot eyes, strong smell. 
· Rohypnol and GHB (date rape drug) – impaired motor skills, paralysis, consciousness but inability to move. 
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Crime Prevention

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Personal belongings such as jackets/bags etc. should be placed in the appropriate areas when arriving at work i.e. Cognito cloakroom.
	It is very easy for items to go missing in the building when they are put in the wrong place so it is in your best interests to put your belongings in the correct place on a night.
	Why is it important?

	Valuables such as money, jewelry or mp3 players should be locked up in the one of the small blue lockers in Cognito cloakroom.
	Keys for the lockers are available from either the AVM’s or DM should you wish to use these and further protect your belongings.
	Are you happy that all your valuables are safe and secure?

	Do not put yourself in any unnecessary, dangerous situations.
	E.G. Walking around the building alone after an event night or approaching unknown people.
	Is it safe?

	Be wary of unexpected or suspicious people in the building.
	It is possible that people may gain unauthorized access to the building. If you find someone and think this is the case then alert either an AVM or DM immediately.
	What if they seem to know other members of staff?

What are the consequences if gone unchecked?

	When working alone always ensure you are readily available to contact through either the bar phone or personal mobile phone.
	Stay alert when working alone and be wary of any possible problems. If you become isolated, any problems you have with the bar or its customers could go unchecked for some time. If communication does breakdown then seek to fix this ASAP.
	How can I fix any communication problems?

	Always make sure that you transport cash with another member of staff and are available to be contacted via radio or phone during transport.
	If inside the building then always take cash with a fellow member of bar staff. If outside then recruit a member of security to escort you around. You need to be able to contact either an AVM or DM should any problems arise.
	Where am I taking the cash?

Which is the safest route?
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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 and try to empathise with the customer.
	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 and explain the situation fully to the customer.
	Why is it important to back p your staff?

	Customers may ask to be referred to you.
	Make sure you know both sides of the story and correct union policy.
	

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

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

	You must be aware of relevant policies and adhere to them in all situations.
	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?

	If a customer claims they have been short changed by a member of your staff it is important that you do not give them any more money.
	Apologise and take their name and a contact number and explain that at the end of the night the till is counted and if it is up then they will be contacted.
	Why is it important to not give the customer any more money?
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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 them through the necessary training.
	The standards we require are minimum, DO NOT blame another supervisor, if they enter your bar with a bad standard and leave again with the same bad standard you are the one to blame, for not putting the training in.
	

	Be polite, say please, thank you. DO NOT push your authority down their throats. Try and be a member of the 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?



	Talk to your staff at the end of each shift.
	Tell your staff the strengths and weaknesses of the night and suggestions of how to improve those weaknesses, do this is a positive way to avoid disheartening hardworking staff. Give staff an opportunity to put forward any suggestions for improvements and complaints they may have.
	Are staff working to the best of their ability? How can the effectiveness of the bar be improved?

	Aim to build a relationship with each member of your staff
	Being friendly improves people’s willingness and motivation; just don’t get too friendly, you are still here to work!
	

	If your staffs attitude to work changes, try to find a way to re-motivate them
	It may be that they are having an off day, if so, be sympathetic but firm; we can’t bring our problems to work. However, it may be that they are getting bored, if so, try to give them a different job on the bar or a little more responsibility.
	


Remember, staff complain to management about their supervisors just as you complain to management about 
your staff.
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STAFF BREAKS

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Staff should receive, and are entitled to a 20 min break for every six hours worked.
	It should be your aim to ensure all staff receive this.
	

	Ensure that all breaks are given fairly.
	Please note that non-smokers may be at a disadvantage. Please note that smokers are NOT entitled to more break time. They should only smoke on their given break. NO special allowances should be made. Try to give staff with early starts their break first. 
	How would you go about giving out breaks fairly?

	If you give some one a break you can not ask them to do anything in that time.
	Ensure that you do not need them before sending them.
	

	Please note that if there are no customers it does not mean there is nothing to do. Staff should not be on a break for the first hour of their shift.
	Find jobs for them to do, clean optics etc… make sure that you are doing jobs yourself too. DO NOT just sit and watch your staff work.
	Is it your responsibility to find jobs for them to do?

	It is NOT a right to have a break at the end of the night.
	If staff have had their breaks then as soon as the bar closes cleaning should begin.
	Why shouldn’t staff have this right at the end of the night?

	Ensure that staff know when you expect them to return from there break.
	Please note any member of staff that is repeatedly late form breaks
	

	Give breaks at sensible times and consider the amount of people on a break at any one time.
	The bar is busiest between 11.30 and 1.30; avoid giving breaks during this time. Don’t sent more than 2 people on a break at any one time.
	Is the bar quite enough to not need this member of staff for 20 minutes?

	Ensure your staff knows where they can go during their break. 
	No staff should spend their break in the glass wash or cellar.
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TRAINING STAFF, Make sure you use the VENUE STAFF training manual

	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 i.e. Licensing Laws.
	

	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 the price list behind every bar.
	This will help them until they get to know all the prices and products we sell.
	

	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 
hem lots of attention?

	Try to use a buddy system.
	Place new staff on a till by an experienced member of staff 
	

	At the end of their first few shifts try to give them some feedback.
	Be careful not to dishearten your staff at this point, emphasise the things they have done well and make sure any criticism is constructive. 
	

	Explain the order of management i.e. VM, DM, AVM and who to go to with a problem.
	You should always be the first person they come to with a problem or question, if you don’t know the answer, try to find out or direct them to the person who will know the answer.
	Why is it important that all questions are answered and not just ignored?
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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. Criticisms should only be given constructively.
	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; tell staff which till took the most money etc.
	What type of goals could you set?
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KEEPING YOUR AREA CLEAN (DURING THE EVENT AND AT THE END OF 

THE NIGHT)

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	It is the bars responsibility to look after its surrounding area.
	You need to ensure and check that this is being done.
	Why does it need to be clean?

	All dirty glasses  and rubbish should be collected from seating areas at every given opportunity
	Make sure that people are checking on a regular basis.
	

	Your goal is to NEVER run out of glass.
	Pre-empt the situation ever happening, make sure that you have people out there glass collecting at ALL times
	Why should you not run out of glass?

	Staff should NOT smoke/eat/drink while they are out glass collecting
	Allocate specific breaks for this, this is part of their job it is not a “time out”
	Why shouldn’t staff do this?

	Tables should be wiped down as soon as they are cleared.
	
	

	The games machines need to be wiped down at the end of the night. 
	It is your responsibility to ensure that this is done.
	Why should they be clean?

	“Clean as you go” behind the bars, if your staff spill something or break something please ensure that they get it cleaned up as soon as they have finished their transaction.
	This is your responsibility, if you notice people making a mess on the back bar, have a word with them and explain that they need to be cleaning behind them.
	Why should the mess be cleaned up straight away?

	At the end of the night please ensure that every thing is clean that is on the checklist behind the bars, also ensure the correct jobs are done for that particular night.
	It is your responsibility that your bar is left clean and tidy, these are often check the next day by management, leave the bar how you would like to find it!
	Why is important to leave it clean and tidy? And how would you like to find it?

	Ensure any rubbish, cardboard and bottle bins are taken out at the end of the night.
	Cardboard needs to be compacted, rubbish put in correct bins and bottle bins put back by skip.
	Do staff know where everything goes? Do they know how to use the compacter?
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SUPERVISOR BARS TILL TRAINING 

	ITEMS
	HOW?
	COMMON PROBLEMS?

	X’ing a till
	1. Press 177
2. Press X button

	It says service is unavailable: check network cable is connected and main till is in cash office

	Refunds
	1. Log on

2. Press refund button

3. Press item you wish to refund

4. Press cash


	When refunding more than one item, you have to press refund button before pressing each item.

	Changing price level
	1. Press 177

2. Press Price Shift

3. Press day you need

4. Press Accept
	.

	View transactions
	1. Press Payment Types

2. Press View Trans. 
	From here you can scroll through the transactions on that till 

	Receipt On/Off
	1. Press Payment Types

2. Press RCT ON (same button to turn it off)
	

	Wastage
	1. Press Payment Types

2. Press Wastage Mode

3. Press Product for wastage 

4. Enter Quantity then accept

5. Press save then enter reason

6. Press accept again
	All wastage must be recorded at the end of every shift, if you don’t know the exact amount i.e drip tray wastage then estimate the amount. 
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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.

3. Ask for a radio check and wait for a response.

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.

· The radio must only be used in an emergency i.e to get the attention of security, not for general chat or trivial issues therefore supervisors are not required to carry a radio around with them. 

· DO NOT USE THE RADIO TO CALL IN THREATS TO PUBLIC SAFETY, call the AMV via their personal mobile (numbers can be found behind each bar).

Radio Procedure - Example of a radio call:

[Start of Transmission]

“JC Bar to Matt Nunn, Matt Nunn Receiving?”

“Matt Nunn receiving, go ahead”
“Can you make your way non urgently to JC’s please?”
“Received, I’m on my way”
[End of Transmission]
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CLOAKROOM OPERATION AND SET UP

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Rails need to be set up (usually in the Council Chambers), furniture moved out of the way neatly and the till plugged in.
	Furniture and computers should be stored where no damage can be made to them.
	How should the rails be set up?

	Correct signage needs putting up in a visible area i.e on the cloakroom door and surrounding walls. At the end of the night all signs need to go back into the cupboard.
	This includes prices (£1 per item), “no ticket, no coat, no exception” and the poster informing times when left coats can be collected. These are BUILDING REQUIREMENTS
	Why is it important that this signage is visible?

	Push the relevant button for the item (coat/bag)
	Ensure the correct button is pressed as if a mistake occurs it corrupts the entire system.
	Why is it important that you use the correct button?

	Take the coat off the customer and hang it on the corresponding hangar to the ticket. Split the ticket in half, place one half on the hanger and the other half is given to the customer.
	Regularly check that the hangers match the tickets being issued.
	

	If security is required for any reason and you choose to radio the security AVM, please state NON URGENT unless it is an emergency.
	This is because it removes lots of security from duties elsewhere.
	

	After doors close the AVM will remove the till and Z it.
	Please do not touch the till once this has been done.
	

	Once all people with tickets have received there coats the remaining coats should be logged onto a left coats sheet and stored in the cloakroom cupboard (next to the venue office). The key can be obtained from the AVM.
	Please advise anyone who doesn’t have a ticket to come back at the dedicated times during the day for their coats. Always enforce the policy of ‘No ticket = No coat, No exception.
	What do you do if someone begins arguing with you over a lost ticket?

	The rails need returning to their place of origin and the furniture arranging back to be left how the area was found, any glass or rubbish should be removed and the area cleaned.
	Be careful when moving the furniture some of it is heavy and some of it is expensive. If you can’t move it by yourself, please ask another member of staff to help.
	Why do we leave the area as we find it?

	If you cannot find a coat, ask for a description but try no to worry the customer then look around the other rails, if you still can’t find the coat, radio for the AVM.
	Do not let customers into the cloakroom to look for the coat themselves, assure them that you will find the coat and deal with the situation as quickly as possible. 
	Where else could the coat have been placed?
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FRONT DOORS OPERATION AND SET UP

	ITEMS
	KEY POINTS
	CHECK QUESTIONS

	Tills need to be arranged in position, plugged in and connected to the network.
	No power should be turned on until the connections have all been plugged in and checked.
	Why is it important to ensure no one is connecting tills to a live power source?

	Ensure all cables are out of the way and any that are in public areas are taped to the floor.
	Use white gaffer tape to tape the wires down as it indicates a trip hazard.
	Why is it important to tape loose wires down?

	Once everyone is happy with the set up of the tills, they can be turned on, Waiting for them to connect to the network so you can log in.
	If it says disconnected at the bottom of the screen, there is some thing wrong with the network connection, so please contact an AVM
	

	Set up the rest of the entry area.
	Tables and drapes must be put out to ensure the building looks nice to open.
	Why is a tidy and presentable building required?

	Press the desired entry type and if they are a Loughborough student then SWIPE their ID card.
	Ensure all customers have ID. If not call for an AVM/Duty Manager.
	

	Charge correct fee and place money in till drawer, handing receipt to the customer to allow entry.
	Check money given by the customer is correct and that change to the customer is correct, to avoid till errors.
	What happens if you have a till error?

	If a problem with the till arises that is beyond your control consult an AVM immediately
	
	Why is it important to fix till problems quickly?

	The tills are automatically updated with the banned list, but you should be familiar with it too.
	Check the list before doors open to familiarise yourself with faces.
	What should you do if a banned member tries to gain entry?

	Once the doors are closed wait for an AVM to come and take the cash away
	
	

	Once all money has been cleared away by an AVM proceed to put the tills/tables away, back in the cupboard
	The entry area must be kept obstacle free in case of evacuation.
	Why is it important to keep it clean and tidy?
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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, black shoes and their staff shirt.
	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 and extra or refresher training if necessary.
	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. Don’t just criticise, offer to help and suggest ways to improve. 
	

	Your staff may ask you for an appraisal or the AVM may ask you to complete an appraisal form about a member of staff.
	When doing this you must be fair, point out strengths and for any weaknesses you must suggest ways to improve. Set improvement targets but make sure they are realistic, then offer to meet with them again in the future to re-evaluate those targets.
	How will setting targets improve the performance of staff?
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CUSTOMER SERVICE QUALITY AUDITS

These are the things that us as a venue and you as bar staff will be assessed on. Try to regularly check that you and your staff are fulfilling these key points. If you find that standards are slipping, or these key points aren’t being met, emphasise the importance of these points and explain how they can be met.  

	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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EVACTUATION PROCEDURE 

Depending on what area you are in you all have slightly different roles to do… However ONCE you are outside you are required to assist in moving people away from the building – which will ease the flow of people away so we can speed up the rate in which people can get out. Once Building is clear please assemble in Car Park 3.
Where you are NEEDED to help
· Lava Staff – Some to Jcs to get people to move onto the Grassy area – Some to Gallery doors to get them to move up to the grass area.
· JC Staff Outside Jcs

· Bar One – out the back to ensure people are not hanging around in the cellar area, and fusion 2 fire exit.

· Cognito – Some round to the cognito fire exit moving people on to the car park and some to go assist round by Barclays fire exit

· Fusion 2 – to go around the front of the building and help gallery, Main front doors and Barclays to move people away.
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EVACTUATION PROCEDURE (BARS)

· There are 3 reasons that LSU could be evacuated. These are FIRE, BOMB THREATS, and anything that contravenes PUBLIC SAFETY, for example power cuts, loss of water supply etc.
· CODE RED. A Code Red situation is where a fire sensor has been activated. It is a period of time in which the Duty Manager has to either confirm or cancel a fire alert. In this situation the bar staff must CONTINUE SERVING but be PREPARED TO EVACUATE. If the alert is cancelled, return to normal service. Your supervisor will keep you informed.
· FULL EVACUATION. When your bar supervisor has told you that there is to be a full building evacuation it is important that you follow the set evacuation procedure, as follows.
· STOP SERVING IMMEDIATELY

· Finish any cash transactions.

· If halfway through an order, take back any drinks you have already served where possible.

· Inform customers to move away from the bar and that they should make their way outside. It is NOT your job to help people out of the building.

· Pull the shutters down (no need to insert shutter posts)

· Make your way out of the nearest fire exit. The supervisor is responsible for securing the bar and makes sure no one is left behind. The supervisor should ensure that all of their staff leave together and stay together.

· Assemble in Car Park 3. This is the car park that contains the refuse bins. Do not congregate around any of the external fire exits; keep well away from them.
· Meet with your supervisor so they can ensure that everyone is safe.
· The AVM’s will then conduct a register to ensure all members of bar staff are present in the car park.

DO NOT STOP FOR ANY COATS OR PERSONAL BELONGINGS

DO NOT RE-ENTER THE BUILDING UNLESS TOLD TO DO SO BY THE VENUE MANAGER OR THE ASSISTANT VENUE MANAGERS
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EVACTUATION PROCEDURE (FRONT DOOR TILLS)
· There are 3 reasons that LSU could be evacuated. These are FIRE, BOMB THREATS, and anything that contravenes PUBLIC SAFETY, for example power cuts, loss of water supply etc.
· CODE RED. A Code Red situation is where a fire sensor has been activated. It is a period of time in which the Duty Manager has to either confirm or cancel a fire alert. Continue serving as normal.
· FULL EVACUATION. When your supervisor has told you that there is to be a full building evacuation it is important that you follow the set evacuation procedure, as follows.
· STOP SERVING IMMEDIATELY

· Finish any cash transactions.

· Inform customers to move away from the tills and that they should make their way outside. It is NOT your job to help people out of the building.

· Log out of your tills, and move the 2 middle till trolleys out of the way giving clear access to both doors.

· Make your way out of the nearest fire exit. The supervisor is responsible for securing the tills and makes sure no one is left behind. The supervisor should ensure that all of their staff leave together and stay together.

· Assemble in Car Park 3. This is the car park that contains the refuse bins. Do not congregate around any of the external fire exits; keep well away from them.
· Meet with your supervisor so they can ensure that everyone is safe.
· The AVM’s will then conduct a register to ensure all members of staff are present in the car park.

DO NOT STOP FOR ANY COATS OR PERSONAL BELONGINGS

DO NOT RE-ENTER THE BUILDING UNLESS TOLD TO DO SO BY THE VENUE MANAGER OR THE ASSISTANT VENUE MANAGERS.
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EVACTUATION PROCEDURE (CLOAKROOM)
· There are 3 reasons that LSU could be evacuated. These are FIRE, BOMB THREATS, and anything that contravenes PUBLIC SAFETY, for example power cuts, loss of water supply etc.
· CODE RED. A Code Red situation is where a fire sensor has been activated. It is a period of time in which the Duty Manager has to either confirm or cancel a fire alert. Continue serving as normal.
· FULL EVACUATION. When your supervisor has told you that there is to be a full building evacuation it is important that you follow the set evacuation procedure, as follows.
· STOP SERVING IMMEDIATELY

· Inform customers to move away from the cloakroom and that they should make their way outside. It is NOT your job to help people out of the building.

· Unplug your till; make sure the cash is put behind the nearest bar.

· Make sure that the cloakroom doors are closed to prevent people from running in there, and taking any coats.

· Make your way out of the nearest fire exit.
· Stay with each other as a cloakroom/tills unit. So the AVM can come round and check that you are ALL there.
· Assemble in Car Park 3. This is the car park that contains the refuse bins. Do not congregate around any of the external fire exits; keep well away from them.
· The AVM’s will then conduct a register to ensure all members of staff are present in the car park.

DO NOT STOP FOR ANY COATS OR PERSONAL BELONGINGS

DO NOT RE-ENTER THE BUILDING UNLESS TOLD TO DO SO BY THE VENUE MANAGER OR THE ASSISTANT VENUE MANAGERS.













END OF THE NIG


Stock up fridges ( keep it rotated )


Make sure there is enough stock for the NEXTS nights offers


Make sure there is spare blackcurrant and post mix


Clean down ALL work tops (including under spirit bottles)


Clean the fridge doors


Collect all glass in your area


Take all glass bins out that are in and around your bar


Empty spirits in minimum amount of bottles and re-stock


SIGN SPIRIT CHECKLISTS


Clean spirit measures and optics.


Empty all drip trays and put them through the glass wash


Take off the nozzles and clean them in soda water and replace them (making sure that the sprinklers only go onto the bitters) 


Empty the ice buckets and make sure they go through the glass wash


Clean all tills thoroughly (screen and draw). Be careful when doing this as each till screen costs £1500 and so is expensive to replace.


Sweep up in and outside of your bar


Take all rubbish outside to the bins, compact any cardboard.


Make sure the sink area is clean and tidy


Make sure you have left cleaning equipment for the next supervisor (sprint, blue roll, glass cleaner etc….) 


Mop the floor (repeat if necessary ) 


Drain and clear the glass wash machine and surrounding area.


CLEAN THE GAMES MACHINES!





PROCEDURES FOR THE NIGHT








BEGINNING OF THE NIGHT





Stock up fridges (and crisps and nuts if in Jc’s)


Check stock levels (including spirits and post mix boxes)


Make sure you have enough stock for the offers of that evening


Check glass levels


Make sure you have enough plastic glass behind the bar


Wipe down all tables and collect ALL rubbish


Rearrange furniture to make your bar look presentable 


Get/check you have bottle bins, clean cloths, sprint, blue roll, bin bags.


Get ice from room 1 cellar.


Make sure your bar is presentable before opening the shutters








DURING THE NIGHT





Maintain glass levels behind the bar


Send staff out one by one to collect glass 


Make sure ALL broken glass is swept up


Keep bar clean as you go (clean spirit measures after use and spillages)


Make sure fridges stay stocked


Keep all rubbish such as empty boxes out of view of customers


Make sure ALL your staff that have worked 6hrs or more get a 20 minute in total break!!! (if they have worked less they are not entitled to a break but try to give them a short one were possible,)


Collect rubbish off the tables (in bars where there are tables)

















