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Welcome to <Name of Establishment>
Dear Employee

I am pleased and delighted to welcome to you to <Establishment Name>.
<Place a small piece of information about your organisation here – who you are, what you do, etc.> 
Our establishment prides itself on the courtesy and efficiency of our staff and our exceptional friendly service.

I hope that you find the information in this handbook informative and useful.

I would like to wish you all the best in your new employment.
Best Wishes

<Name>

<Title>
2.
About This Employee Handbook

The information contained within this handbook is solely for the use of employees of <Establishment Name>.

Please use this handbook as a reference with regard to the general practices, policies and procedures adopted by <Establishment Name>.

It may become necessary, at times, to amend or modify some of the information contained within this handbook.  Any modifications or changes will be communicated to you in a timely manner.

Should you have any questions, queries or problems of any nature during your time at <Establishment Name>, please refer, in the first instance, to your Department Manager or General Manager.

3.
Mission Statement

<Place your company mission statement here.>
4.
Standards in Guest Service
The following are our Standard Operating Procedures when it comes to dealing with guests.

· When dealing with guests ensure good eye contact and acknowledge the guest presence promptly.

· If you know it, use the guest’s name. If there is any doubt, make an effort to find out.

· If a customer complains about something, never see it as a problem but as a challenge or opportunity to exceed the customer’s expectations.

· Take ownership and responsibility for queries and problems as they occur.

· Go out of your way to assist the guest – it will always get noticed.

· Take the time to get to know all the products on offer.

· Be polite and professional at all times.

· If you make a promise or commitment, ensure that you are able to deliver on it.

· Always keep promises you make to guests.
· Ensure your uniform and presentation is of the highest standard at all times.

5.
Handling of Customer Complaints

There is one simple rule for dealing with complaints:


L  -
Listen


A  -
Apologise


S  -
Solve


T  -
Thank

If you follow these four rules when dealing with complaints you will have loyal customers.
Introduce yourself by “How can I help you?” then:
Listen
After listening for one minute the guest will have told you the problem,
1. They are waiting 45 minutes

2. They have no drinks

3. The kids are hungry

4. They are getting POOR SERVICE

5. He hates his mother in law

 

Apologise 
Thank the customer for their comment then apologise for all the delays.
Do not make excuses.
Solve
Advise the customer how you are intending to deal with the situation.

Find the Supervisor or Manager immediately and explain the situation.

Lend a hand if needs be and ensure the problem is dealt with.

Thank
By this time the colour in the customers face should have returned to normal.

Go to the customer later in the meal and thank him for bringing the problem to your attention.

 

Result: An unhappy guest becomes a return guest!...hopefully!

6.
Employee Benefits

<Establishment Name> has various employee benefits, some of which are detailed below. Your manager will provide you with details of the current benefits on offer when you join.

Discounts on Meals

Meals are not provided when you are on duty, however staff are entitled to a discount of 25% on their own meals when dining in the pub/restaurant.

<You can also put details of the following benefits if you employ them:

Employee of the Month

Discounts on Hotel Accommodation

Refer a friend Scheme>
7.
Probationary Period
The first 13 weeks period of your employment is referred to as the Probationary Period.

During this time you will be required to undertake an Induction Period within your department in order to familiarise yourself with the workings of your department and your role within the team. 

There will be periodic assessments of your job performance, attendance, skills and general progress, which will be undertaken in meetings at certain periods throughout your employment.

Should you experience any difficulties during your time regarding meeting the establishment’s expectations of you, then re-training and every assistance will be given during your probationary period to assist you. If, at the end of your probationary period, you have not reached a satisfactory standard of service then your employment will be terminated.

8.
Pay Periods

<Establishment Name>’s hours of opening are as follows:

Monday
00:00
to
00:00

Tuesday
00:00
to
00:00

Wednesday
00:00
to
00:00

Thursday
00:00
to
00:00

Friday
00:00
to
00:00

Saturday
00:00
to
00:00

Sunday
00:00
to
00:00

Your working week will be scheduled on a rota, and a copy will be distributed among staff members when completed. Should you require certain time off during a week, you must ensure that your request is submitted at least 2 weeks prior to the holiday time requested. If this is not possible, then leave will be granted at the discretion of the manager in charge.

Employees are paid on a weekly basis on <day> at <time>. You will need to collect your pay packet from <name of personnel>.

Monthly paid employees will receive payment of wages direct in their bank account on the <date> of each month.

Any queries regarding pay discrepancies should be directed to the Department Manager in the first instance. Payslips are distributed on the date of payment.

9.
Time Sheets

All employees are required to submit a weekly timesheet detailing all hours worked for that week. This should be submitted to your manager by the end of each week.
The time sheet details the hours worked per day and also includes break times taken. Ensure that you mark all your breaks taken as these will be deducted at the end of each week, even if they are not detailed on your time sheet. Your manager will inform you of break times, etc.
These timesheets will be used to calculate your wages at the end of each week.

10.
Additional Working Hours
Occasionally, due to the demands of the business, you may be required to work extra hours. 

<Detail here your policy on overtime, extra hours and pay>
11.
Annual Holiday Entitlements

<Detail your policy on Holiday Entitlements for part-time and full-time staff here>
12.
Public Holidays

Public Holidays are in addition to Annual Holidays.
<Detail all the Public Holidays for the Year Here:>

Full-time employees, other than those employed on Part-Time or Casual arrangements have an immediate entitlement to Public Holiday benefits.

In respect of a Public Holiday, an employee is entitled to:

· A paid day off on that day, or

· A paid day off taken within a month of the Public Holiday, or

· An additional day’s pay, if the employee is required to work on the Public Holiday.

13.
Leave of Absence

<Establishment Name> appreciates that employees may need to take a leave of absence in exceptional circumstances, such as medical, personal, or civic duty, including:

· Immediate Family Bereavement

· Jury Service

· Occupational Medical Leave

· Personal Leave (Family difficulties / personal issues)

Request for a leave of absence should be directed to your manager in the first instance.

14.
Compassionate Leave

Appropriate consideration will be given to all requests for compassionate leave in the case of death of a close relative, i.e. parent, brother, sister, child, spouse or partner.

<Establishment name> will grant 3 days paid leave.

15.
Maternity Leave

Each female employee is entitled to receive Statutory Maternity Leave/Pay provided they meet the necessary set criteria required, outlined by the State Scheme. A copy of this can be obtained from the main office.

This Maternity Leave includes 14 weeks paid leave and an extra 8 weeks unpaid leave at the discretion of the employee.

All employees must notify their Department Manager or the General Manager as soon as the pregnancy has been confirmed by their GP.

16.
Absence from Work

If a situation arises where you are not able to work and will be absent for that day, or a period of time, you are required to notify your Manager at least 2 hours prior to the commencement of your shift. You need to inform your manager of:

· The reason for your absence

· The telephone number where you can be contacted.

For absences of more than one day, you will need to keep in regular contact with your department head to update them of your situation.

Any absence, due to illness, of 3 days or more require a Doctor’s Certificate, which you are required to forward to your Department Manager as soon as possible.

On return to work you will be required to fill in a “Certificate of Absence Form” which is available from your Department Manager.

Sick Pay

If you have completed 2 years continuous service or more you are entitled to receive sick pay from <Establishment Name>. 

Part-time or casual employees are not entitled to sick pay.

17.
Uniform

All staff are required to wear the following uniform: <delete or add as appropriate>
Bar Staff:
Black trousers/skirt, white shirt, black shoes.
18.
Personal Appearance

It is important that as a member of staff in the hospitality sector, you present yourself in the best way possible.

Personal Hygiene

This is a delicate matter but one of utmost importance when dealing with the public on a day to day basis:

· Daily showers and the use of deodorant are important and recommended to maintain good personal hygiene – especially when in a customer service environment.

· Hands and fingernails should be kept clean at all times and washed with warm water and soap, especially after using the toilet facilities.

· Fingernails should be kept clean at all times and cut, as this is especially important for anyone handing food on a day to day basis.

Dress Code

Although all employees are wearing a uniform on a day to day basis, it is important that your uniform fits well and is clean and well pressed.

Female Staff Members:

· Hair should be tied back if long and be clean.

· Jewellery should be kept to a minimum. 1 ring per hand.

· Small earrings should be worn.

· If tights are worn, either flesh coloured or black.

· Make up should not be excessive but natural.

· No strong perfumes.

· No nail varnish or jewellery to be worn in food handling areas.

Name badge should be worn at all times and be clearly visible.

Male Staff Members:
· Hair should be kept tidy and tied back if long.

· Jewellery should be kept to a minimum. 1 ring per hand.

· Small earrings should be worn.

· Black shoes should be worn at all times.

· Nails clean and short.

· No make-up.

· Name badge should be worn at all times and be clearly visible.

19. 
Employee Records
You are entitled to access your employee records at all times, within working hours. To ensure that all details are accurate and up to date, please advise your manager if there are any changes to:

· Name

· Address

· Telephone Number

· Emergency Contact Number / Next of Kin

20.
Telephone Calls from Work

The telephone at work is for business calls only and should not, under any circumstances, be used for personal calls.

Employees are discouraged from making personal calls during working hours, except those of an important or emergency nature.
21:
Use of Mobile Telephones

It is requested that all employees refrain from accepting personal mobile calls while on duty. All mobile phones should be placed in the employees locker/coats/bags while on duty.
22.
Consumption of Alcohol on Duty

The drinking of alcohol on duty is strictly prohibited, except in exceptional circumstances, and with the prior approval of your Manager or the General Manager.

23.
Exit Interviews

Should you wish to terminate your employment with <establishment name> you are encouraged to attend an exit interview with your Department Manager or General Manager.

The purpose of this interview is to discuss your time with us, and to receive feedback from yourself which will enable us to continuously improve our standards of service.

All information discussed in this interview will be treated in the strictest of confidence.

24.
Notice of Termination of Employment

The amount of notice you are entitled to by law will depend on how long you have been working in your current position.
	Duration of employment
	Minimum Notice

	13 weeks to 2 years
	1 week

	2 years to 5 years
	2 weeks

	5 years to 10 years
	4 weeks

	10 years to 15 years
	6 weeks

	15 years or more
	8 weeks


Supervisory and Managerial colleagues should consult their Terms & Conditions regarding Notice periods.

25.
Alcohol/Substance Abuse

It is understood that employees can be at risk from the misuse of alcohol. The effects can lead to reduced efficiency, increased risk of injury to the employee and others, increased absence from work and disciplinary problems.
Substance abuse will not be tolerated, under any circumstances, and therefore the use, selling, distribution, possession or being under the influence of controlled substances (illegal drugs) will be dealt with by the appropriate disciplinary action.

In the event of alcohol or substance misuse/abuse, an employee will be encouraged to seek help and will be assisted in finding the appropriate professional counseling. Alcohol abuse is a medical issue as well as a disciplinary one, which may result in the employee being dismissed.

All cases will be dealt with on an individual basis and using the normal disciplinary procedures in place, even though treatment is being undertaken.

26.
Equal Opportunities

<Establishment Name> is an equal opportunities employer.

No employee will be discriminated against on the grounds of race, nationality, religion, ethnic or national origin, or on the grounds of sex, sexual orientation, age, disability or marital status.

27.
Harassment / Sexual Harassment / Bullying
Harassment is defined as:

· Any act or conduct that is unwelcome to you and could reasonably be regarded, taking into account your relevant characteristic (i.e., your race, gender etc.), as offensive or humiliating or intimidating to you. 

· "Any act or conduct" includes spoken words, gestures or the production and display of written words, pictures and other material. This includes offensive gestures or facial expressions , unwelcome and offensive calendars , screen-savers , e-mails and any other offensive material . 

Sexual harassment is defined as: 
· An act of physical intimacy or 

· A request for sexual favours or 

· Any other act or conduct that is unwelcome to you and that could reasonably be regarded as sexually offensive, humiliating or intimidating to you. 
· "Any act or conduct" includes spoken words, gestures or the production and display of written words, pictures and other material. This includes offensive gestures or facial expressions, unwelcome and offensive calendars, screen-savers, e-mails and any other offensive material. 

Bullying is repeated inappropriate behaviour that undermines your right to dignity at work. Bullying can be verbal bullying, physical bullying or otherwise and it can take many different forms: 
· You may be physically or psychologically harassed by someone in the workplace 

· You may be the victim of social exclusion and isolation 

· Your reputation may be damaged by gossip or rumours 

· A person may be abusing a position of power that he or she has over you, for example, by setting you impossible tasks or targets. 

Any employee who believes he/she has been the subject of harassment in any form should immediately report the incident to their Department Manager and/or General Manager.
You will need to use the Grievance Procedure in place (outlined in section 28), to file an official complaint and have it investigated.

28.
Grievance Procedure
If you wish to make a complaint about sexual harassment, you should begin by making it very clear to the person concerned that you find his or her behaviour, conduct, material, etc., unacceptable and offensive. If you find this uncomfortable or too difficult to do, you should seek support (or for an initial approach to be made on your behalf) by a sympathetic friend or colleague, or a designated person at work. Very often, an informal approach like this will resolve the issue.
Should this not resolve the issue then, in the first instance, the matter should be raised with your Manager within 5 working days.

Your Manager will arrange to meet with you to discuss the matter within 5 working days.

After discussing the matter with your Manager, if you are dissatisfied with the outcome you may take the matter to the General Manager or the next level of Management, whose decision will be final.

Any grievance brought to senior Management level will be dealt with within 10 working days.

At any time, you may be accompanied by another member of staff for support.

29.
Disciplinary Procedure
There are standards of work that <Establishment Name> expect you to maintain. However, if you continuously fail to meet these standards, the following procedure will apply.
The failure to achieve the required standard will be brought to your attention by your supervisor or manager, an explanation will be sought and a reminder of the standard required will be given. Re-training will be provided where necessary and a reasonable period given to attain the required standards in your work or personal conduct.

Stage 1:  Verbal Warning

With regard to minor transgressions, a verbal warning will be issued. This will take the form of an interview with your Department Manager detailing the areas in which room for improvement is required and the aspects of work that are below standard and the improvements that need to be made. You will be required to sign a ‘Formal Verbal Warning Record Notice’ which will be placed on your personal file.

After 6 months, should there be no more disciplinary procedures, this warning will be removed.

Stage 2:  First Written Warning

For more serious issues, or in the event of further minor transgressions, a disciplinary interview will be arranged and attended by your Department Manager in the presence of another member of the Management Team.
You may be accompanied by a work colleague as a representative.

The outcome of this interview may result in you receiving a first written warning which will be placed on your personal file and remain there for 12 months, after which it will be removed. The employee will be warned that continued failure to improve may result in further disciplinary action up to and including dismissal.

Stage 3:  Final Written Warning

In the event of failure to comply with the conditions of your first written warning, a second disciplinary interview will be arranged by your Department Manager in the presence of another member of the Management Team.

You may be accompanied by a work colleague as a representative.

The outcome of this interview may result in you receiving a final written warning which will be placed on your personal file and remain there for 12 months, after which it will be removed.

Stage 4:  Dismissal
In the event of failing to comply with the conditions of a final written warning, dismissal of the employee will occur.

30.
Disciplinary Appeal Procedure

If an employee is dissatisfied with the disciplinary action taken i.e. (First or Final Warning or Dismissal) they may appeal the decision by raising the matter through the disciplinary action been taken.

A work colleague acting as your representative may if you wish accompany you.

Any disciplinary appeal interview will be held by the next level of management in all cases this will wither by the General Manager or Group Operations Manager.

31.
Health & Safety

<Establishment Name> is committed to maintaining the highest standards of Health & Safety in the workplace.

As an employer, we are legally and morally obliged to exercise reasonable care in preventing personal injury and property damage.

In particular, management has a responsibility:

· To provide and maintain safe and healthy working conditions, taking into account statutory requirements,

· To provide training and instruction to enable employees to perform their work safely and efficiently,

· To make available to necessary protective equipment and devices and supervise their use,

· To maintain a constant and continuing interest in Health & Safety matters, by involving employees where possible.

Employees have a statutory duty to co-operate by:

· Exercising general care,

· Working safely and efficiently,

· Using protective equipment provided and by meeting statutory obligations,

· Assisting in the investigation of accidents with the purpose of preventing their reoccurrence.

All managers have special day to day responsibilities to ensure that health & safety arrangements are being applied effectively, and that their regular inspections and audits are carried out to identify possible hazards.

All staff should refer to their Health & Safety Workbook. <you can get all Health & Safety information on Barkeeper under Managers Office/Health & Safety>
Note: A Health & Safety Statement has been prepared by <establishment name> and is available for reference from your Department Manager or General Manager.
32.
Fire Safety
Fire Prevention is every employee’s responsibility. It is imperative that you know what to do in the event of a fire and that you know how to tackle a fire, if necessary.

On discovering a Fire:

· Raise the Alarm – Break Glass Unit and/or contact reception

· Only if safe to do so, tackle the fire with the appropriate extinguisher. If in doubt, do not tackle, get help.

· Always keep a means of escape available and do not become isolated.

· DO NOT BE A HERO – leave it to the professional fire fighters.

On Hearing the Fire Alarm:
· Do not panic

· Switch off all electrical and gas appliances

· Close all windows and doors

· Follow your Departmental procedures

· Assist guests in a calm and professional manner
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