Introduction to Policies

As must be the case in every well-run organization or business, a few ground rules have been prepared, that must be observed to keep us working in the same direction.  Rules are necessary to assist us in providing the best possible service to our customers in the most efficient, orderly, and profitable way.

In most cases, your own judgment will help you do the right thing at the right time.  However, please read the next several pages carefully and understand them thoroughly.  It is the small things done day in and day out that insure our success.  The employee contract on the last page of this manual must be signed by both you and a parent or guardian before you will be allowed to work in the store.  This lets me know that you have read and understand the basic rules for our store.

NOTE:  These policies are in addition to those listed under the section titled “Classroom Rules” which apply to all students taking Marketing Education classes at Hartland High School.

#1  Store Hours and Employee Work Schedule

The school store, the Eagles’ Roost, is open throughout the school year. This year the store will be open from:  Mornings 7:50 AM -7:20 AM, Lunches10:30 AM - 12:00 PM, Afternoon 2:20 PM – 2:50 PM.  Employees will work during one lunch period each day and one morning or afternoon shift per week. 

Actual work assignments will be made by the instructor or his designee and will be posted weekly. (Sometimes a person will not be designated to actually work in the store but will instead be working in the classroom on other activities related to the store.)  A sign up sheet will be posted for the morning and afternoon shifts and will be filled on a first come basis.  It is the responsibility of each student, hereafter known as the employee, to know his or her work schedule for each day/week.

Work assignments will rotate to give every employee the broadest opportunity for training experiences as well as time to complete classroom assignments.  All positions except those of the head managers will rotate weekly.  Manager positions may rotate on a semester basis. 

#2  Absences and Tardiness

All business organizations succeed or fail depending upon the quality of the organizational personnel and the degree of “teamwork” they display.  When one member of the team is away from his or her job, everyone else must readjust to balance the workload. This readjustment can be made without much difficulty with advanced arrangements.  Tardiness will not be tolerated and will end up costing you time out of the store and grade points.
#3 Dress and Appearance

Your cleanliness is your own responsibility.  Take pride in being a well-groomed person and employee.  Since our business demands a lot of person-to-person contact, good personal habits will insure that your relations with the rest of the staff, not to mention your customers, will be pleasant.  Hands must be washed before entering the store.  Gloves must be worn when handling cookies.
#4  Personal Business & Behavior Code

Employees (and customers) must not lean or sit on the counter tops.  Not only does this look bad, but leaning on equipment and display cases could damage the hardware and could be very dangerous (especially on a glass case).  Sitting down while in the store will get you removed for the day and a loss of points.
You will be required to wear a store apron while working in the store.  Employees violating any part of this section will be removed from the store and have their grade lowered.

The following are general rules actually practiced in business and expected of you while in the store:

A. Food and/or beverages are not to be taken or consumed on the selling floor by employees.

B. Conduct all personal business matters not related to the store outside of the store. This includes visiting with friends.

C. All information pertaining to sales figures, mark-ups, costs, etc. are to be kept confidential!
D. Store-related discussions are also to be kept extremely confidential!
E. Avoid fooling around and try to keep a business-like attitude when working in the store.  Throwing things, scuffling, tripping, practical jokes, and other horseplay is definitely not allowed.  FIGHTING WITH EMPLOYEES OR CUSTOMERS WHILE IN THE STORE WILL NOT BE TOLERATED.  BESIDES RECEIVING A 5 DAY SUSPENSION FROM SCHOOL, YOU WILL NOT BE ALLOWED IN THE STORE FOR THE REMAINDER OF THE MARKING PERIOD AND WILL RECEIVE A “0” FOR THE STORE PORTION OF YOUR GRADE.

F. Unless you have permission, stay out of the stockroom.

G. Do not write letters, read, etc. while working in the store. Keep busy! Customers will avoid a sleepy-looking store or will tend to use it as a place to loiter rather than for shopping.

H. Purses and bags should be left in the classroom and not taken to your work station. Employees should only be in the store if assigned or making a purchase during their lunch.  (You can go to the room if you wish during your lunch although any eating should be done in the commons.)

I. Shift managers are in charge of the store and should be treated with respect.  This same respect should be returned to each employee. 

J. Be considerate of others.  Practice the “Golden Rule”, (Do unto others as you would have others do unto you.)  Avoid forming clichés and “ganging up” on one person. Try to include everyone in all activities.  Your job and the jobs of others will be much more enjoyable if we all work together.

#5  Missing Class or Leaving the Building for Store Business

Occasionally it is necessary for the store to send part or all of its employees outside the school building on store-related business.  Sometimes circumstances may arise making it necessary to keep employees in the store causing them to miss part of a class. In NO case will a student miss a class because of store business without prior permission from the instructor of that class and this class!  If you are going to be late for your next class due to a store activity such as a special clean-up, please get a pass.  Teachers have been very lenient with the retail class. Please don’t abuse this privilege. 

#6 Employee Boundaries

All store employees shall be either in the store, the classroom, or in the commons area during their assigned lunch period.  Employees are not allowed elsewhere without a pass. 

#7 Shoplifting and Theft Prevention

All employees must be alert to shoplifters.  Shoplifting costs us money and excessive losses mean that we have to raise our prices. This hurts the customer…which often is you!

If you suspect someone of shoplifting, notify the manager and/or the instructor immediately.  If possible, keep the suspect in sight until assistance arrives.  Managers should notify the instructor or and administrator, whomever is closest.  The instructor should be notified regardless, as soon as possible.  Apprehending the shoplifter yourself could be dangerous and is strongly discouraged. 

Any student caught stealing school property, which includes any of our merchandise, is subject to suspension from school plus possible legal action.  Watch for shoplifters and let them know you are watching them.  Shoplifting can be prevented if all employees are alert and watchful.  Do your part to keep our customers honest. 

By following these guidelines you can help prevent theft:

1. Be an alert salesperson.

2. Keep the merchandise in a neat order.

3. Keep display cases closed.

4. Know your merchandise prices.

5. Do not leave your position until you are replaced.
#8  Employee Theft

Embezzlement and other employee theft is the most costly of all types of shoplifting.  It is very tempting to take a candy bar, slush, or lunch money.  Please, if you need lunch money or a product right away, ask me and we’ll work something out.  If you suspect another employee of stealing, please tell me right away so we can get it taken care of.  This is much better than discussing it with friends, spreading rumors, etc.  Let’s work together to solve these problems among ourselves.

Remember…if you know of another employee or a customer who is stealing and do not pass this information on to your manager or instructor, you can be accused of assisting in the theft and can be prosecuted to the same extent as the shoplifter!

#9  Maintenance Policy

Each department salesperson should keep their area clean and neat at all times.  The store managers are responsible for seeing that this is done.  Display windows and the floor should be cleaned and mopped at least once a week or more if necessary.  The wastebasket are to be put by the hallway door at the end of the day.  
When maintenance of some type is needed and cannot be handled by the person in charge at the time, bring it to a head manager’s attention.  The main reason for repairs is carelessness. Let’s try to keep the cost of repairs down by properly caring for our equipment.  We’re on a tight budget.
#10  Public Relation Policies

A. Lost and Found - Any “found” items should be given to the cashier. If the item is unclaimed at the end of the period, give it to the instructor who will take it to the office. 

B. Refunds- No refunds shall be given by an employee without authorization from the instructor.  If a problem should arise, contact the instructor for a decision.

C. Customer Leaves Change- Send someone to ask the customer to return. If this doesn’t work, write down the amount on a piece of paper as an over ring including the date, lunch period, and your initials and place this paper with the money in the register. 

D. Personal Checks - Personal checks will be honored for the amount of purchase as long as the customer presents proper identification.  Write the type of ID and number on the back of the check before placing it in the register. Paychecks cannot be cashed.
E. Change - Something must be purchased to get change. We are not a bank!
F. Customer Complaints - If the customer has a complaint about anything…short change, service, merchandise, etc…refer him or her to the store manager who should try to solve the problem to the customer’s satisfaction.  If the customer cannot be satisfied, contact the instructor immediately. 
G. Customer Wants -  If the customer requests something we don’t carry, let the instructor know right away and maybe we can get it.
#11 Employee Discount

Each store employee will receive a 10% discount on all store merchandise except for food and sale items.  Employees should purchase merchandise during their lunch periods.  At no time should an employee cashier his or her own purchases.  This is totally unacceptable and the employee may be dismissed from working in the store.  Discounts are only be used for the employee any violation of this will result in losing your discount privileges. 
The instructor (Mr. Riley) will discuss possible discounts on food and beverages for employees.
#12 Violations of Store Policies 

Violations of the store policies will be handled in a due process manner as indicated in the student handbook. Intolerable actions may result in failure of the course, removal from the course, removal from the store, and/or suspension from school.  If you don’t understand any of the rules or policies, PLEASE ask the instructor for clarification before a mistake or misunderstanding occurs.

Penalties for Infractions
The following penalties are for all rules infractions with the exception of theft, which will be immediate and permanent removal from the store.

1st offense – Verbal/Written warning

2nd offense – Removal from the store for the day and loss of points

3rd offense – Removal from the store for one week and loss of points

4th offense – Removal from the store for semester and failure of the course

**Exception to this policy is for employees missing a morning or afternoon shift.  Missing a morning or afternoon shift will start with the loss of points for the shift missed and removal from the store for their next shift along with loss of points.  A second infraction goes to the third offense step.
#13 DECA Involvement

All store employees are required to be members of DECA (An Association of Marketing Students).  Membership in this organization will allow the employee to gain additional experiences.  Involvement includes attending the district, state, and international conferences and other projects that may go beyond the normal working day.

Conclusion

Much attention has been given to the development of these policies which will assure good working conditions for all of our employees.  Other Policies may be added from time to time as needed and can be inserted into this manual.

Attributes that contribute greatly to the efficient operation should be a team spirit for all personnel.  By using common sense, respecting the rights of others, and doing your job to the best of your abilities, the school store lab should be an enjoyable experience for everyone. 

Store Positions
The school store is divided into a number of positions which must be filled each day of operation.  It is very important that every employee know all of the functions and responsibilities of each position to insure the smooth operation of the stores.  These are the positions which you will fill during this school year:

Store Manager


-solves human relation problems between employees and customers


-handles daily routine problems


-informs instructor of cash errors


-acts as a “go-between” between employees and instructor


-makes sure departments are clean and orderly


-makes sure shelves are well-stocked when possible


-reminds customers and employees of store rules

 
-is in charge of store keys when instructor is not present


-knows where the instructor is at all times


-keeps display up-to-date


-is responsible for other employees doing their jobs


-assists in positioning merchandise


-gets candy from storeroom to replenish stock


-alerts instructor of low stock items


-gets change when needed


-helps with candy and slush

-closes store at end of selling day (and in case of emergencies such as          fire alarms or food fights)

Shift Manager

-keep employee attendance records and gives weekly report on employee conduct

-keeps track of slush and cookies


-takes care of merchandise and security


-greets the customer

Accountant 


-enters sales slips in inventory file


-enters actual sales into record file


-informs instructor of cash differences


-counts and records actual sales


-keeps individual sales tallies


-enters daily sales data into general journal

-resets register at end of work period (X or Z reading)

Cashier


-checks till money at beginning of work period

-rings up each sale, announces amount due, takes amount tendered, and gives change according to prescribed manner

-takes care of money according to established procedure

-replaces cash register tape when needed

-says “Thank You” to customers

-gives customer receipts when needed (clothing items)
-keeps cash counter clean and straightened both above and below

-suggestion sells when possible (“Would you like something to drink with that?”)
Maintenance/Security


-keeps working area neat and clean


-keeps displays up-to-date


-selects and plays music for store


-keeps clothing folded after customer perusal


-assists customers in making decisions


-informs instructor of customer wants


-keeps shelves and merchandise orderly


-changes displays to stimulate customer interest

Sales Associate


-takes and fills customer orders for candy


-keeps shelves stocked


-lets manager know when candy stock is low


-maintains a reorder list


-knows all prices of food items


-assists cashier in closing


-keeps area neat and clean

All Positions

1. Be aware of shoplifting and act accordingly.

2. Keep all areas clean and in a good order.

3. Keep stock up.

4. Inform manager and instructor of customer suggestions.

5. Use proper cashiering techniques and sales techniques at all times. Don’t forget…suggestive selling can be done for all sales.

6. Maintain a healthy disposition regardless of surrounding circumstances.

7. If you act enthusiastic, you will be enthusiastic!
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