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Welcome and Introduction
Welcome to business name. You are becoming a member of one of Australia’s most successful business type  that specialise in product category. You are also becoming involved with a local business that had its origin in year and has diversified into a business that provides a wide range of list all products.
This handbook will help you to understand the company, its goals, policies and its expectations.
Your supervisor, or designated person, will take you around to meet the other staff and to familiarize you with your workplace. He/she will show you where to find the items you need to perform your job.

Please do not hesitate to ask questions of this person in particular or any other staff member, if anything is not clear to you.

This Handbook

This Handbook is for your personal use only and has space for you to record any notes or questions you may have. Please use this space if it helps you to remember important information.

Your co-operation in observing company policies and procedures is required to ensure a safe and harmonious workplace for all staff.

If you have any difficulty understanding any policies or procedures please discuss this with your supervisor immediately.

Please initial each page to show your formal acknowledgement that you have read and understand the contents of this handbook. Please ensure a photocopy of this signed document is given to your supervisor.

Business Name History

Lorem ipsum dolor sit amet, consetetur sadipscing elitr, sed diam nonumy eirmod tempor invidunt ut labore et dolore magna aliquyam erat, sed diam voluptua. At vero eos et accusam et justo duo dolores et ea rebum. Stet clita kasd gubergren, no sea takimata sanctus est Lorem ipsum dolor sit amet. Lorem ipsum dolor sit amet, consetetur sadipscing elitr,  sed diam nonumy eirmod tempor invidunt ut labore et dolore magna aliquyam erat, sed diam voluptua. At vero eos et accusam et justo duo dolores et ea rebum. Stet clita kasd gubergren, no sea takimata sanctus est Lorem ipsum dolor sit amet. Lorem ipsum dolor sit amet, consetetur sadipscing elitr,  sed diam nonumy eirmod tempor invidunt ut labore et dolore magna aliquyam erat, sed diam voluptua. At vero eos et accusam et justo duo dolores et ea rebum. Stet clita kasd gubergren, no sea takimata sanctus est Lorem ipsum dolor sit amet.

Business Name Mission (example)
To provide (put your product/service information here). This is backed up by a friendly, prompt, reliable service and efficient and knowledgeable staff who strive to have the same fundamental desire to be the best at what we do.
Business Name Policies
Business name has a number of company policies that you must adhere to.
·      Equal Opportunity
· Sexual Harassment
· Customer Database

· Personal Appearance

· House Keeping

· Health & Safety

· Store Security

· Emergency Control 

· Drug & Alcohol 

Equal Opportunity
Business Name has an Equal Opportunity policy, which outlines the company commitment to equal opportunity for everyone. Equal opportunity means everyone is treated equally for recruitment, development and promotional purposes based solely upon demonstrated skills, qualifications and abilities.

Sexual Harassment

Sexual Harassment is unacceptable conduct in the work environment and will not be tolerated. Sexual harassment extends to written, spoken, electronic and non-verbal behaviour.

Instances of sexual harassment should be reported to your supervisor.
Customer Database

Business Name has a list of loyal customers that shop with us regularly and have done so for many years. Business name maintains a database of these customers.

All information on this database is subject to the strictest privacy.

Your job may require you to have access to the information on this database. If so you will be required to sign an agreement of confidentiality. The information on the database must not be used for any purpose, other than for that which it is intended.

Please Note: Any use of the information outside the scope of your job requirements will result in legal action being taken against you and any parties using the information.

Personal Appearance

All Business name staff are required to wear the Business name uniform and be well presented and professional in appearance at all times.

Excessive jewellery, non-uniform items of clothing, untidy or objectionable hairstyles and lack of cleanliness/tidiness is not acceptable.

Housekeeping

Every Business name staff member has a responsibility to prevent emergency exits and or access areas from becoming blocked or congested.

There should be clear access at all times to fire protection equipment e.g. fire extinguishers and stairwells.

Staff amenities areas/lunchrooms and locker areas are to be kept clean, tidy and uncluttered at all times. Personal items must be stored inside lockers which should be kept locked.

Poster and notices are not to be fixed to walls except where designated pin boards are installed. Care must be taken to ensure that these are not of an offensive or inappropriate nature.

Food and drink may only be consumed in designated staff areas. Drinking and eating equipment must be washed, wiped and put in appropriate areas when staff break is complete.

Smoking is not permitted during working hours, and should only be done where there is no harm to other employees or customers from passive smoking, and only outside the building, providing it is safe to do so, away from cars or other flammable objects. Butts will be disposed of correctly into a bin, after it is has been safely extinguished.

All tools and workshop equipment will be placed back in its home as soon as is practicable to do so, after the task undertaken has been completed. Any lost or damaged tools or equipment, will be reported to your supervisor immediately. Lost and un-reclaimable tools or equipment will be replaced personally by the negligent or offending person/s.
Health & Safety Policy

This policy recognizes that the owner/proprietor is responsible for the health and safety of all employees in the workplace. In fulfilling this responsibility, the owner/proprietor has a duty to provide and maintain a working environment that is safe and without risks to health.

To meet the objectives of this policy, the owner/proprietor is committed to regular discussions with employees to ensure that health and safety issues are regularly reviewed. Health and safety is most effective when a joint owner/ proprietor and employee approach is used to identify and solve problems.

Owner/ proprietor

· Is responsible for the effective implementation of this policy

· Must fulfil their responsibilities under the Acts and Regulations which apply

· Must ensure that the agreed procedures for regular discussion between the owner/manager and employees are followed

· Must make regular assessments of health and safety performances and resources

· Must provide information training and supervision for all employees in the correct use of plant, equipment, chemicals and other substances used.

Employees

· Have a duty to take care of their own health and safety and that of others affected by their actions at work

· Should comply with safety procedures and directions

· Must not wilfully interfere with or misuse items of facilities provided in the interest of health and safety.

· Must inform the business owner of dangers and accidents occurring at the workplace

This policy will be regularly reviewed in the light of changes to the workplace and changes in legislation.

Management seeks co-operation from all employees in realizing our health and safety objectives and creating a safe work environment.

If a customer has an accident while in the store

1. Do not move the injured person unless they are in danger of further injury.

2. Be empathetic, demonstrate your concern and remain calm to assist in reducing shock or hysteria.

3. Call for assistance or first aid if necessary.

4. Take careful note of the circumstances surrounding the accident.

5. Do not admit responsibility for the accident – remain neutral.

6. Report details to your immediate supervisor/manager whether there are obvious injuries or not.

7. If possible, take steps to avoid repetition of the accident if it is safe to do so.

Business Name is appropriately equipped with a first aid kit. Please make sure you know which staff members have first aid training.

If you have a first aid certificate, please notify your immediate supervisor/manager so that this may be registered.

If a staff member has an accident

1. Do not move the injured person unless they are in danger of further injury.

2. Remain calm and assist in reducing shock or hysteria.

3. Call for assistance or first aid if necessary.

4. Take careful note of the circumstances surrounding the accident.

5. Do not admit responsibility for the accident – remain neutral.

6. Report details to your immediate supervisor/manager whether there are obvious injuries or not.

7. If possible, take steps to avoid repetition of the accident if it is safe to do so.

Store Security Procedure

This document details procedures that must be followed to ensure the safety of employees and maintain store security.

STORE KEY

1. The store key must be kept separate from any house or car keys, that is, it must not be attached to the same key ring, holder or pouch.

2. The key must not have any identification attached to it indicating what it is for or the address of the store.

3. The key must remain in the care and control of the employee and must not be given to any other person unless authorized.

4. The key must not be duplicated.

5. All car keys are to be stored overnight in the lockable key cabinet with the key for the cabinet to be kept in another location at the direction of the manager.

STORE SECURITY CODES

1. The security code must not be written down, divulged to or be allowed to be viewed on the keypad, by any unauthorized person, including unauthorized employees.

2. The security service Voice Code must not be written, divulged to or be allowed to be heard by any unauthorized person, including unauthorized employees.

3. The safe combination must not be written down, divulged to or be allowed to be viewed on the tumbler, by any unauthorized person, including unauthorized employees.

OPENING THE STORE

1. Employees must look around and must not use the key if there is any doubt about  the motives of people in close proximity.(call security)

2. Having entered the store, the alarm must be deactivated by entering a code into the security panel before a lapse of 30 seconds, to avoid a false alarm.

3. A check should be made to ensure there have been no intruders, or vandalism overnight.

CLOSING THE STORE

1. All doors are to be checked that they are locked.

2. All electrical appliances are to be switched off, if they are not required to be on.

3. The alarm must be activated before leaving the store.

CASH HANDLING
In Workshop

Cash or payment taken from customers for receipt of goods must be immediately placed in the Safe or Cash Drawer with a note attached stating all relevant details. At the first opportunity, the staff member (you) will inform the Branch or Office Manager to the location of the cash or payment and have it receipted by them.

On Site

When cash or a payment is taken from a customer whilst on site, the cash needs to be secured by placing it in a locked glovebox, a secure, buttoned pocket of the fitter (you) or a cash tin which cannot be removed from the vehicle or accessed by anyone other than you or the fitter in charge of the monies. When cash is present in the vehicle, the vehicle needs to be locked at all times when the staff member (you) is/are not within 10 metres of the vehicle.

At all times, the staff member (you) is/are responsible for the cash or payment until it is handed to the Branch or Office manager and a receipt is issued to the staff member (you). If the Branch or Office Manager is not available, then the cash/payment needs to be placed in the locked Cash Drawer or Safe, with a note attached stating the amount and the customer’s name or the invoice number.

 Any lost or stolen cash/ payment will be the responsibility of the staff member and he/she will be liable for any such cash/payment without any relevant receipt. 

EMERGENCY CONTROL POLICY

Business Name has made a commitment to ensure the effective management if emergencies by eliminating or minimising the risk of fire and other emergencies by good planning, house keeping and training

Emergencies that could be faced by our business include:

· Fire

· Armed intruder, threats and hold up

· Bomb threat

· Explosion

· Spills (hazardous substances)

· Gas leaks (toxic/flammable)

· Natural events (flood, earthquake, storm)

The employer (Responsible Officer) is responsible for;

· Ensuring procedures regarding fire and emergency control systems are developed, implemented, practiced and reviewed in consultation with employees

· Appointing emergency control personnel (ECP) and ensuring they have  the knowledge and skills to carry out their roles and responsibilities

· Ensuring all employees, during induction, receive information on the emergency evacuation and other emergency control procedures

· Ensuring all employees receive ongoing information on the emergency evacuation and other emergency control procedures

· Ensuring emergency evacuation drills and drills for other procedures are carried out every six months

Emergency Control Personnel (ECP) is responsible for;

· Being aware of their responsibilities in the event of a fire or other emergencies

· Keeping themselves up to date on the requirements of mobility impaired persons under their responsibility 

· Follow the prescribed emergency procedure

Employees are responsible for;

· Being aware of their responsibilities as specifies in the Emergency Control Procedures in the event of a fire or other emergencies

· Complying with any instruction direction issued by the Emergency Control Personnel (ECP)

Evidence of Compliance

· Records show employees have received Emergency procedure training and exercises have been carried out every six months

· ECP have been appointed and trained

· Completed Emergency Procedures checklists

Emergency Evacuation

Evacuation
  When the alert sounds or you are told by the Supervisor, evacuation of all employees and all persons in the store must evacuate in an orderly manner leaving by the nearest exit or door.  If possible to do so safely, employees are to turn off any machines at the power points. All employees MUST ensure that all customers evacuate the premises and together congregate at the Emergency Evacuation Point.
Walk do not run!!

Evacuation area        Walk to this area and wait quietly for Supervisor to conduct roll call.  Do not 


   block roadways.

Return
Only return to your work area when instructed to by the Supervisor.
Fire Extinguishers

Business Name is equipped with fire extinguishers. Ensure that you know their location and receive a demonstration of use from the OHS&W officer.

Managing Resources 
Reuse of paper towels and rags

Handling waste

First Aid

Business Name policy on safety in the workplace is outlined under the Health and Safety Policy and you will be trained in procedures to maintain a safe workplace and to protect your personal security.

In particular:

Always keep an eye out for potential safety hazards

Never endanger yourself or others in any circumstance

Report any safety hazard to your manager

If you have an accident at work report it to you immediate supervisor/manager whether you are injured or not.

Bomb Threat procedure
When a bomb threat is received:
1. Notify the emergency control personnel (ECP) or your supervisor immediately.

2. Do not create panic by telling personnel other than the ECP/Supervisor.

3. The ECP/Supervisor will advice the Police.   PHONE 11444
4. The ECP/Supervisor will organize a search (Police will help).

5. Searchers will check building, systematically looking in the most likely places such as:

· Fire extinguishers, hose cabinets, etc

· Rest rooms (disposal cabinets etc)

· Equipment rooms

· Ceilings - look for loose or out of place tiles

· Stairwells

· Potted plants

6. The searchers will advise the result of the search directly to the ECP/Supervisor.

7. Based on advice from the Police or if a suspicious object is found the decision to evacuate must be made as soon as possible.

Remember - those who are familiar with an area are most likely to see something out of place.  Do advise the searchers if you see something out of place.

Hold ups procedure
During a hold up

· Don't try to be a hero and put yourself and other people at risk
· Do exactly what you are told by the offender - nothing more or nothing less
· Don’t argue or resist
· Do try to remain calm
· Do be observant:  pay particular attention to the offender(s) appearance and look for anything which may help to identify them.  Height chart located on door for reference.
In the event of a firearm situation

· Lie flat on the floor behind a counter or other solid object
· Ensure customers do the same
· Do not move as this will encourage firearms to be used
· If you must move, crawl staying flat on the floor
· Stay away from glass areas
· Do not get up until you are confident it is absolutely safe
· Exit by rear doors if possible or leave through fire exists
Remember - your life is important so:
· Stay still

· Stay down (flat on the floor if possible)

· Do not move unless you are told

After a hold up

· Raise the alarm
· Ring Police on 000
· Give precise details of the offender/s
· A senior staff member should try to follow the offender/s at a distance which does not place him/her at risk and ascertain type and direction of travel
· Isolate the area used by the offender/s
· Write down an independent description of the offender/s do not compare notes with other witnesses.
Drug & Alcohol Policy

This company is committed to a zero tolerance policy in regards to the consumption of any drug or alcohol prior to, or during work hours which may affect his/her performance or safety, or the safety of others at work. This includes any prescribed or illegal drug. Testing for intoxication from drugs or alcohol will be conducted at random by specialists in this field, or if it is suspected that the employee is under the influence of drugs or alcohol. Any employee with a positive result from this testing will be required to undergo a medical test to ascertain the level of intoxication. The employee will be stood down until it is safe for them to return to work and will be required to undergo a drug rehabilitation program. In severe cases and at the employers discretion, the employee may have his/her employment terminated if they are found to be in breach of this policy. 
Mobile Phone/ Phone Policy

Mobile phones will be either switched off or left in the staff room during work hours. Personal calls during work hours can be made only once permission has been granted. Morning tea and lunchtime is there for you to conduct your personal business. The receiving of phone calls should not be that frequent so as to hinder you concentrating on or doing your work. Mobile phones will not be used as mobile music playing devices.
Radio/Music Policy
The radio and music playing facilities are provided for your enjoyment. This is strictly controlled by the manager. This facility is not to be abused i.e played too loud, inappropriate content or upsets other staff members or customers OR the manager will remove this privilege until further notice. Resolution of any disputes rest entirely with the manager. 
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