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Important |
Our aim is to keep all Team Members informed and up to date with salon policies, procedures, practices, benefits and expectations. The guidelines in this handbook will provide you with an overview of everything you’ll need to succeed. There is an obligation upon you to take time to read this Handbook and ensure you understand it. Should you have any queries regarding this handbook please feel free to discuss it with the salon owner/manager.
We use this handbook as a living breathing tool to guide you on all policies, procedures, practices or benefits. We are an ever growing, changing organisation and reserve the right to add, modify or delete provisions of this handbook or any other policy, procedure, practice, or benefit at any time without advanced notice.

No one has the authority to alter the at-will relationship, to enter into an employment agreement, or to make any agreement contrary to this handbook or company policy except Enhance Hair & Beauty Owner or leadership team members.

This handbook is intended to be used as a reference manual for all matters associated with recruiting and employing our team. It contains all guidelines, recommendations and sample letters, forms etc for your use. Failure to adhere to the Organisation’s rules, procedures and policies may result in disciplinary action (which may include dismissal) in accordance with the Organisation’s Disciplinary Procedure.
Feedback and suggestions about the contents of this Handbook are welcomed. Please provide them in writing to your Salon Owner/Manager.

Welcome
Welcome to Enhance Hair & Beauty

On behalf of our team, I welcome you to Enhance Hair & Beauty and wish you every success within our organisation.
I have always been passionate that outstanding people are our main asset and key to our success. Through the efforts and support of our team, Enhance Hair & Beauty will continue to grow into a successful salon business.

To ensure continued success, I feel it is important that all Team Members understand our guidelines. This salon handbook will familiarise you with all of the various aspects of working at Enhance Hair & Beauty. We encourage you to use it as a valuable resource for understanding the company.

If you have any questions, please do not hesitate to ask the owner or a member of our team.

Thank you for taking the first step in understanding what it means to be a part of our team

Best wishes,

Emma xx
Mission |

Our mission is to provide a truly EXCEPTIONAL EXPERIENCE for every one of our clients.

Creating a warm and inviting space for our clients to relax and forget about their worries and daily stresses whilst delivering impeccable customer service to every client and each other. We are here to serve our clients every need and to go above and beyond their expectations.

Our Ideal Client |

We see a diverse mix of clients in our salon, who are after different things when it comes to hair and beauty services but if we had to narrow it down then our ideal client would be women between the ages of 30-60 who have found success at work and home. They can afford to treat themselves to high quality services and expect exceptional service every time.

They also have a busy life, juggling work, family and friends. Our services must be time efficient and professional. When our clients take time out of their schedule, they want to be able to leave the thinking to someone else, trust our expert opinion and advice and just relax.

Vision

Our vision for our business is to continue to grow, develop and educate our team, providing career pathways with incredible growth and uncapped earning potential.

The vision of Salon Owner Emma is to grow our team and maximise our current salon space. Creating a fun, creative environment for all of the team to thrive, grow and develop as people.

We will make a continuous commitment to support our team through qualifications, education and career growth allowing them to achieve their own vision and goals in alignment with the business.

“ Our vision for our business is to continue to grow, develop and educate our team, providing career pathways with incredible growth and uncapped earning potential. “

Core Values |
· We are committed to constant improvement

· We provide every client with EXCEPTIONAL service

· We will always go above and beyond peoples expectations

· We will take ownership by demonstrating initiative and accountability

· We will inspire trust

· We will always be positive

· We will care about each other’s wellbeing

· We will interact with a constant level of professionalism and remember that our tone/attitude as we enter the salon will determine the days feeling for us and others

· We will also ensure that all conversations within the salon are professional including when in the backroom.

· We understand that we are all individuals and we will not always get on with each other. However we are adults who will leave our problems at the door and get on with our job while treating others as we wish to be treated.

Three Non Negotiable’s
1) You will arrive on time every day while following our dress code.

(15 minutes before first appointment & Dress as if going on a date)
2) You will give every client exceptional service by following all salon procedures and policies
3) You will remain professional at all times within the salon walls.
(All conversations can be overheard by clients and other team members so should remain professional. Also keep in mind that your personal social media pages may be seen by potential or existing clients – think of the image you want to portray)

Team Positions Available

At Enhance we have various team positions and employment options available. The following are what is expected from each Job Role.
Therapist & Stylists |
· This job involves you to be the main person who will be will be in contact will our clients throughout their journey.

· You are required to follow all non negotiables while working at Enhance.

· Your are to carry out all treatments relating to your role to high standard and by following all salon protocols

· You are required to recommended homecare to all clients. The results you achieve in the salon should be able to be maintained at home with the correct homecare. We are not asking you to be a sales person but your job is to ensure your client gets the full experience from the treatments that they are having and that comes with Retail. Think about it this way - Nobody is going to spend a lot of money on their hair, nails or skin and then buy cheap products to use afterwards. They will want to buy a professional product range to help with their problems so you need to educate them in the right ones for them. The client is not getting the full service if they leave without the recommendations. Make sure you find out your clients needs, wants & goals.
· You are required to work as a team while at Enhance. This means while you have down time (not with a client) you should be doing your fair share of cleaning, tidying and reception duties.

· This can be on an Employed or Self Employed Basis

Assistant |
· This job involves you assisting all stylists with their clients. The main aim is make their job more seamless so they can move from one client to another quickly and efficiently

· You will also be required to keep the salon hair free, dust free and clean at all times

· You will also be expected to help with salon duties when we do not have a receptionist. This requires you to greet the clients, make tea and coffee, answer the phone, make appointments

· This is an Employed Position and can be an Apprenticeship Position.
Receptionist |

· This job involves you being at the reception desk at all times

· You should greet all clients and start the client journey with them

· You are in charge of all refreshments for clients and making sure all clients are happy throughout their service 

· You will answer all phone calls, emails, social media messages and book appointments accordingly

· You will reply to all reviews left online and through email

· You will look after all consult forms and keep all client records up to date.

· This is an employed position
Cleaner |
· You are in charge of a deep clean once a week

· This is a Self Employed/Contractor Position
Team Culture | Positivity 
We love what we do, and it shows. Our enthusiasm is contagious, our energy natural and engaging. We’re positive and confident – without having to try too hard. We’re creative, committed and enthusiastic people who pride themselves on providing a high-quality experience for our clients.

What this looks like:

· Communicate with enthusiasm and energy

· Look for opportunities to go above and beyond with our clients

· Be open to learning and sharing your knowledge

Team Culture | Experts

We care about our clients and want to provide them with the best service. We believe learning never stops so we’re on top of the latest trends, techniques and products. We look to share our own knowledge when we can to improve the industry as a whole.

What this looks like:

· Share our knowledge on our website and social media platforms

· Show the results we’ve achieved 

“We’re creative, committed and enthusiastic people who pride themselves on providing a high-quality experience for our clients “

Client Journey Standards
1| The Phone Call

· The phone should be answered quickly and no calls should be left longer than 3 rings
· Speak slowly, clearly and in a professional manner
· Follow our Phone Procedures Below
2| The Arrival

· Only one person behind the desk
· Greet the client with their name wherever possible
· Open the door for the guest when possible
· Come out from behind reception (removing barriers)
· Take the clients jacket and hang up
· Seat the client in reception & offer a refreshment from our menu
· Inform their stylist/therapist of their arrival
3| The Consultation

· Introduce yourself “Hi my name is …... I’ll be taking care of you today”
· Show your client to their seat and take a seat next to them if possible.
· Ensure the consultation is in depth and thorough and is carried out face to face if possible.
· Use Ipad for ideas if necessary 
· Discuss your clients hair care / skin care / nail care regime – relevant to the service you are providing. 
· Be the expert – you know your stuff
· Be exceptional and offer the client the unexpected. Always offer something that they didn’t originally book in for
4| The Backwash

· Introduce the client to the assistant
· Educate the client on the product being used & why

· Read the clients behaviour and understand if they want to talk or relax

· No talking to anyone else in the salon while at the backwash – Let the client be in a bubble

· Ask the client if they would like a head massage
· Finish this part of the service by wrapping hair in towel
· Accompany the client back to the styling chair, comb through the hair and inform the stylist they are ready.
5| The Service

· It’s all about your client

· Discuss their hair/skin/nails/lashes... – aftercare, styling, routine, maintenance and follow up appointments

· Explain what you are doing & why

· Explain what products you use, why & how to use them

· Educate them on recreating the look at home

6| The Closure

· Ensure the client looks presentable – no hair, tint, nail dust
· Take 3 products you discussed to the desk and ask “ These are the products that I used on you today, do you need anything for at home”
· Advise them on rebooking time and rebook
· Ask for a personal Google review
· Give them 4 business cards for referrals.
Client Experience |

Please remember the following key things:

· The main reason that women return to a salon is not the service itself. The main reason is all about how they were treated, the connection she felt and how she ended up feeling about the entire experience
· 80% of guests are retained when they buy 3 or more products (the reason is simple : they were able to duplicate their look at home and they received compliments accordingly
· 60% of first time guests are retained when they buy 2 products
· 40% are retained when they buy 1 product
The best way to ensure that you are growing your clientele is to first WOW your existing clients with offering unexpected services and educating them in products. Ask them for the review to show NEW clients how amazing you are and then use business cards to ask for referrals by handing 4 cards to every client.

New Clients |

When a client visits the salon for the first time it is essential we make a positive and lasting impression on them. It’s essential to go above and beyond their expectations, educating them on our brand and our culture by providing them with the following:

· A warm welcome & personal introduction to their stylist/therapist/apprentice

· An in depth consultation discussing additional services and their hair care regime

· Educating them will be a point of difference from other salons

· Ensure you take three products to the front

· Give your guest a NEW CLIENT PACK which includes a sample.

Client Policies & Procedures
Booking Options

· Online at https://bookings.gettimely.com/enhancehairbeauty/bb/book
· Over the phone on 0141 638 8100

· Book through their app https://bookings.gettimely.com/enhancehairbeauty/
Payment Options

· Sum Up Card Machine in Salon

· Online Payment for invoices, products

· Laybuy (Pay in 6 Installments) for services & products

Confirmation & Deposit Process

· Receptionist will send client a consult form relating to service which has what to expect at their appointment.

· Stylist will carry out online consultation.

· Receptionist will send invoice for deposit – Prices will be on each service.

Reminder Process

· System automatically sends reminder Text 48hrs prior to appointment.

Customer Record Process

· Receptionist should send receipt from checkout by email.
· All client records on the system – they can sign in to view at https://bookings.gettimely.com/enhancehairbeauty/
Late Arrival Policy

· Client may be up to 5 minutes late and still be taken as long as it will not impact on the following appointment.

· After the 5 mins the client may be refused and will loose their deposit.

· This is displayed on our website, online booking and price list.
No show Clients
· Client will loose their deposit if they no show.
· Full Payment will be required at next booking 

· This is displayed on our website, online booking and price list
Cancellation Policy

· 48hrs Cancellation Period
· If they cancel outwith then they receive full deposit
· If they cancel within period then they loose their deposit although they can transfer this to another day if they do so at time of cancellation
· This is displayed on our website, online booking and price list
Consultation Process

· Consult form to be completed before arrival. There will be an ipad in salon for anyone who has not done so though.

· GDPR Compliant as all stored on our system which is password protected.
Right to Refuse Policy

If an unsavoury character turns up in the business then they can be turned away. This could be someone unfit for treatment – i.e. under the influence of alcohol or drugs, someone rude or aggressive, someone who is unable to receive a treatment due to health reasons, someone who has previously left without paying, you believe someone is attempting to receive unprofessional services.

· This is displayed on our website, online booking and price list
Children on the premises

· Due to the size of our salon, we discourage clients from bringing children with them to their appointment.
· Children are however permitted in the salon to have their own service done and in special circumstances as long as they are kept under control. 
Age Requirements
· Age restrictions are dependent on treatments

· These will be flagged up on each treatment in system.
Review System
· Google is our main platform that we would like to direct clients to.

· Ask client at end of service if they would be able to review us on google and mention their team members name

· Client will also review a follow up email asking them to review us on google

· There will be incentives every so often to encourage you to ask for reviews.

Complaints Procedure
· Complaints to be sent to emma@enhanceclarkston.co.uk
· If anyone phones to complain, direct them to the email address and tell them this is the salon owners address. If they do not have email then take name and number and give to Salon Owner.

· Salon Owner will handle complaint and decide on appropriate solution – Refund, Credit, rebook, nothing.
Colourstart Patch Tests
Colourstart is an allergy indicator in the form of a temporary transfer.

The transfer identifies those individuals who may be allergic to PPD, the chemical found in permanent hair dye.

Colourstart is the only practical solution to sensitivity testing.

The tests are individually air sealed with full instructions of use and have been designed for safe and easy postage so clients can apply the tests at home 48 hours before treatment, as required by manufacturers.

Having Colourstart on their arm at the time of their appointment, hairdressers  have proof that the client has conducted the test. It can then be removed, using normal domestic sticky tape and assessed by the operator. If there has been any sign of reaction, the colour treatment should not be conducted.

Retail Expectations
Our expectation is for you to educate your clients on maintaining their look at home. This requires them to understand the when, why & how to use each product.

Your client’s education should begin at the consultation stage and continue throughout the service. Ending with you taking your chosen products to the reception desk for each client and saying to them “These are the products that I used on you today, do you need anything for at home”

The Consultation |
Discuss with your client their current hair/skin/lash/brow/nail Care regime. Explain why you have chosen the products you are using on them today.

The Service |
Any products used throughout the service should be explained to your client. When, How & Why they should use them should be explained and then products placed in front of them. (If Possible)

The Closure |

Once the service is complete you must take 3 products to the front desk (or at least everything that you used) and say “These are the products that I used on you today, do you need anything for at home”

Visual Standards |
It is essential to the running of the salon that it is clean, tidy and organised at all times, our clients will notice anything that is out of place. In order for this to happen we have set out the salons visual standards for each area of the salon. These standards must be maintained throughout the day, everyday.

We are responsible for this as a team. It isn’t the responsibility of one single person or group of people within the team to do all of these jobs for other team members.

“Team Work makes the dream work”

Visual Standards

Salon Entrance |

· The doorway is free from obstacles.

· The doormat is clean and free from dust & leaves.

· Price lists are filled

· Sign is in date & not squint
Reception & Retail Area |

· Reception Desk is free from clutter and is clean

· Price lists, business cards filled
· Plant Watered
· The reception chairs are free from obstacles, hair & are clean

· The reception area is filled with Magazines / Refreshment Menu / Service Menu / Recommend a friend cards

· Retail Shelves are fully stocked, cleaned & dust free

· Retail items are faced to the front of the shelf, evenly and in line

· Inviting music should be playing enough that everyone can hear it but not too loud that you cant hear each other speak

Nailbars |
· Nailbars that aren’t in use are presented correctly, cleanly and in accordance with the nailbar standards

· All nailbars are dust free

· All nailbars are in the correct position to allow clients to move about the salon easily
Hair Salon |

· All floor is hair free

· There is no brush, shovel or cleaning products in sight

· Styling stations that aren’t in use are presented correctly, cleanly and in accordance with styling station standards

· All lights are in working order

· Trolleys that aren’t in use are neatly in position and tidy

· Burner should be on with the same scent as the rooms
Treatment Room |
· All floor is hair, wax and dust free
· All shelves are free from oil, wax, dust and only products that are to used in your treatment to be laid out neatly.
· Plinth is in position, is clean, tidy and in accordance with plinth standards
· Music should be playing enough that everyone can hear it but not too loud that you cant hear each other speak. This should be the same music as the main salon

· Burner should be on with the same scent as the massage room
Massage Room |
· All floor is hair, wax and dust free
· All shelves are free from oil, wax, dust and only products that are to used in your treatment to be laid out neatly.
· Plinth is in position, is clean, tidy and in accordance with plinth standards
· Music should be playing enough that everyone can hear it but not too loud that you cant hear each other speak. This should be Relaxing music.

· Burner should be on with the same scent as the treatment room

Tan Room |

· Floor and walls should be free from hair and tan

· Trolley should be clean and set up for the next tan

· Storage Box should be clean and have an up to date magazine inside.

Backshop |

· Floor should be free form hair, dust and obstacles
· All counter tops should be clean, free from belongings and products
· All dishes should be washed, dried and put away throughout the day and not left in the sink to build up
Toilet |

· Floor should be hair and dust free
· Toilet roll and Paper towels should be full
· Toilet should have a toilet block in the system
· Bin should never be over flowing
· Hand soap should be filled up
· Diffuser should be full
Salon Daily Operations
Shutting Down |
Money

· Close register on timely and all Enhance money must be counted, put into an envelope with the amount written on front, then put into the correct coloured folder and locked away in drawer. Please leave £50 float in the till.

· All Self employed takings MUST be taken out of the salon at night.
Client Data

· All client data is stored on our computer system. You must lonely ever use your own log in and make sure the computer is logged out at the end of the night.
Products/Equipment/Retail
· Products should all be wiped once used and put back to their storage areas.
· Equipment should all be turned off at plug and put away in correct storage area
· Retail should all be fully stocked, dusted and front facing
Records

· All client records should be completed on the same day as their visit and are stored on the system under their name.
· Every client must be checked out completely and all totals must be right including retail.
Cleanliness
· All rooms including the toilet to be dusted, cleaned, floors brushed & mopped.
· All bins emptied into wheelie bin outside. Remember to recycle plastics & glass. And all cardboard & paper kept for Emma to pick up.
· All towels etc to be fully stocked ready for the next day.

Safety & Security Checks

· Double check ALL plugs are turned off and equipment is away
· Make sure ALL candles have been blown out
· Lock the main door, Pull down shutter and lock then lock the bolts.
Opening Up |

Time
· The salon should be completely open 15 minutes before the first appointment of the day
Process in the correct order of importance

· Unlock doors
· Shutters up
· Lights on
· Music on (Clients should hear the appropriate music as soon as they enter)
· Candles & Burners on (Clients should get the appropriate scent as soon as they enter)
· Reception Duties – Log into System, open cash register, check answer phone & social media mail then get back to clients
· Set up for clients appointments – trolleys, products, consult forms
Safety

We discourage anyone being in the salon themselves although if this does happen then we advise you to keep the door locked.

Team

All our Team should have a set of keys for the salon and should ALL arrive 15 minutes before the first appointment of the day.

Clients

Any clients, who arrive early, should be welcomed into the salon and given the same client journey as they expect. You should inform them their service will not be started until the correct time as we need to set up and should then should be offered a refreshment from our menu.

Payments |

To seamlessly process your client’s payment without negatively impacting on their day
Timing
· Clients will pay a deposit over the phone or online before their appointment

· They will then pay the balance at the end of the service unless this a Vinylux Polish where they should pay before.

Methods

· The salon accepts Card payments via Sumup, Apple Pay, Contactless, Cash, Laybuy.

· Self employed Team Members should check their client out at their own section using their own equipment.

Answering the Phone |
To have a consistently high level of customer service provided by every team member

Team 

Only Team Members who have had phone training will be permitted to answer the phone.

Timings

The phone should be answered after 3 rings even if it rings out with salon opening hours

Communication – Phone call – Making an Appointment
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NO








NO
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If you cannot find a suitable slot, take name, number, service required and add to our waiting list.

Communication – Phone call Cancelling an Appointment



 After 48hrs



Before 48hrs

                                   
                                            YES





NO


               NO









Reception Procedures |
1. Client contacts us for appointment through phone, email, online.

2. Book Client in for appointment using the phonecall procedures.
3. Send consult form for service wanted
4. Send invoice for deposit.
Or Stylist carries out zoom consultation (if a colour service) and then sends invoice. (self employed must arranged their own payment)

5. Book client in for patch test (for colour service) 48hrs before – bring mask or charged £1

6. Client has patch test with Receptionist
7. Covid form to be sent 2 days before service.

8. Client Visits, fill out patch test form that they didn’t react.

9. Completely check client out including retail, gift vouchers used etc

10. Send Receipt

11. Book Next Appointment

12. Give 4 Business Cards for specific team member for client to give to friends

13. Ask for Google review
 Minimum Standards of Conduct
In any organisation it is necessary to have certain rules and regulations to protect the health and safety of all Team Members and customers and to ensure high standards of conduct, performance and service. As a Team Member of the Organisation, it is important that you are aware of the rules and regulations which apply to you to ensure that you can comply with those obligations.
Failure to adhere to the Organisation's rules, procedures and policies will result in disciplinary action, which may include dismissal, in accordance with the Organisation's Discipline Procedure.
The Organisation considers the following to be examples of minimum standards:
Each Team Member is expected to serve the firm faithfully, diligently and to the best of his or her ability.
Systems and procedures
All administrative and operational systems and procedures must be strictly adhered to. Team Members are required to report any irregularities in systems, procedures or documentation to the Manager.
Attendance and punctuality
Employees are expected to attend work regularly and punctually. Unforeseen absence, due to illness or an emergency must be notified to the Manager as soon as possible on the first day of absence. All planned leave must be authorised in advance in accordance with the Organisation's procedure.
Organisation property
All Organisation property must be treated with care and respect at all times. Any damage to Organisation property must be reported. Unauthorised use of or wilful damage to Organisation property will be treated as a disciplinary matter.
Use of computers
The Organisation's IT, Communication and Monitoring Policy is designed to protect the Organisation's computer equipment, prevent inappropriate use and protect confidential data stored on computer files. Every Team Member must ensure that his/her conduct conforms to the standards set out in this Handbook.
Consumption of alcohol
The Organisation forbids the consumption of alcohol on its premises without the specific permission of a Manager, nor will it permit any Team Member to work whilst under the influence of alcohol, without the specific permission of a Manager.
Further, driving on Organisation business whilst under the influence of alcohol will be regarded as gross misconduct.
Drug abuse
The Organisation forbids the possession, use or distribution of drugs for non-medical purposes on its premises.
Dress code

You are expected to comply with the dress code set out in this handbook.

Legal requirements
Every Team Member must at all times act within the law of the land and any regulations which are applicable to the Organisation's activities. Any Team Member who becomes aware of another Team Member acting illegally, whilst acting on behalf of the Organisation, must report the activity to the Manager or act in accordance with the Whistle Blowing Procedure set out in this Handbook.

Public statements

Every Team Member is responsible for promoting the reputation and image of the Organisation.

Team Members must not make detrimental statements in respect of the Organisation during the course of dealings with individuals outside of the Organisation. No Team Member is permitted to give press or other media interviews or assist with or be involved in the publication of any article relating to the business affairs of the Organisation or in relation to the Organisation's intellectual property, without prior consent from a Manager.
Positive Image
You are expected to present a positive image of the Organisation at all times, and especially when you are representing the Organisation in a public place. You must not engage in any conduct either during or outside your working hours that is likely to bring the Organisation into disrepute or damage its business interests.
Confidentiality
No Team Member may permit any unauthorised person to have access to books, letters, papers, deeds or documents belonging to or relating to the Organisation or its clients. All information derived as a result of employment by the Organisation is to be treated with the strictest confidence as set out under "Confidentiality".
Food & Drink

No member of staff should be seen with any food or drink on the salon floor. This should only be consumed in the back shop when on a break.
Skin Testing

Skin tests are required by law. If a client is new to us, then they must be skin tested at least 48hrs before the appointment and a form must be filled out which is then saved to the clients file.
The skin testing involves putting a dab of product behind the ear, leaving it there for a few hours and looking for itching, burning, redness or other reactions. If the client does have a reaction, it is important that they are instructed to wash off the skin test immediately and make us (the salon) aware of this.

Salon Tasks

All members of our team are responsible for the whole salon. Everyone should work together to keep the salon tidy and clean so every section/nailbar/room is ready for the next client at all times. This includes changing towels, keeping products & cupboards/drawers organised & general tidying. We are a team!
AND NEVER walk away from a dirty work area and expect someone else to tidy it up. 
Mobile Phones

All personal phones are required to be on silent and put away into bags. We have a salon phone for pictures and the salon whatsapp group. We also have a salon tablet for client consultations and for searching for inspiration. The only time a phone is permitted out in salon is to take card payments for self employed team members and should be left next to your card machine. All personal phonecalls/texts must be done outside the salon only while on a break to reduce disruption to the rest of the salon. Treatments are being carried out and should not be hearing any conversation never mind a phone conversation.
Communicating with each other

You should always be mindful that our clients are paying for their experience in our salon and would like to be able to stay in their own little bubble. Therefore, we must remember that all conversations about the running of our salon should not be heard by clients. Any issues with columns or clients must be spoken about in the back shop QUIETLY and shouting for another team member should NOT be happening.
DRESS CODE
The Organisation has adopted the following dress code for all Team Members. Although our Self Employed Members do not have to adhere to this policy, we would like to present a strong team atmosphere at Enhance to our clients and this would definitely help towards this.

During the course of your time at Enhance, you may come into contact with customers/ clients and/or visitors to the premises. It is important that you present a professional image having regard to appearance and standards of dress. It is a requirement of the Organisation that you wear clothes and footwear that are appropriate for the work that you perform and which present a neat, clean and professional appearance.

· Black Tunic / Enhance Tshirt / Black,White or Grey Smart Clothing
· Comfortable Footwear but must be clean and smart

· Hair & Makeup must be done – the rule is as long as you would feel comfortable on a date then its perfect for work

Dress as if you were going on a date – Clean ironed clothes, looking presentable
NO UGGS, HOODIES, JUMPERS, JOGGYS OR WASHED OUT CLOTHING

No Smoking Policy

Health & Safety legislation places a duty upon employers to provide a working environment for Team Members which is safe, without risks to health and adequate as regards facilities and arrangements for their welfare at work. Tobacco smoke has been shown to be a threat to the health of all employees.
This no smoking policy seeks to guarantee Team Members the right to work in air, free of tobacco smoke.
There is a total ban on smoking including the use of electronic cigarettes (e-cigarettes) in all parts of the Organisation's premises and in all the Organisation's owned vehicles.
It should be noted that this policy is not concerned with whether anyone smokes but where they smoke and the effect that this has on their colleagues.
This policy applies to all Team Members at all levels and to visitors.
Any breach of this policy will lead to the normal disciplinary procedures being applied in accordance with the Organisation's Discipline Procedure.
You should be aware that enforcement authorities can issue penalties and fines if you are found guilty of smoking in a smoke- free place. You will be personally liable for any fine or fixed penalty imposed for non-compliance.
Hi, can I have an appointment please?








Of course, have you been to the salon before?





Great, are you looking for a particular Team Member?





Great, have you been recommended a particular team Member?





Cuts, Blow Dry, Treatments, Styling,


Nails, Tan, 


Make Up, Waxing, Massage or Facials





Hair Colour/Extensions, Lashes or Brows





What are you looking to have done?





(Are you speaking to a new client or do they need a patch test? Patch test should have been done within 12 months)





No problem (Offer Upgraded Version)


What day and time suits you best?





(Offer alternative day/time if we do not have preferred slot.


If you can’t fit them in, make sure you take their name, number and tell them you will give to the team member to see if they can make it work)





Excellent!





1)We will book you in for a free consultation and patch test to discuss what you are looking for (HAIR)





2) Can you pop in for a Patch Test at least 48hrs before (BEAUTY)





Great, that’s your appointment secured for (state day, time & service).





The booking fee is deducted off your bill on the day, and if you need to rearrange please make sure to give us 48hrs notice for a refund of your money.





We will send you a form to fill in. If you have any issues then let us know.





Thank you! See you then!





(If booking fee is required on screen)





Brilliant, so we take a booking fee for this service to secure your space. It will be £ (Whatever screen says) for you today which you can pay by card over the phone just now. (Send Receipt through Timely)





Great, can I take


your name please?


Your mobile Number?


Your email address?





Hi, I am looking to cancel an appointment please? 





Okay, unfortunately if its within 48hrs you do forfeit your booking fee. Would you like me to try & change it to another time that same day for you??





Fab, would you like to reschedule your appointment just now?





No Problem!


When was your original appointment booked for?





When day suits you best?








No Problem! So we will transfer your deposit back to you. Could you please give me your sort code & account number?





Thanks very much, see you again soon!





(Log this into clients notes and DO NOT FORGET TO TELL EMMA)








No problem! That’s your appointment cancelled. Give us a call when you would like to rebook.





(Offer alternative day/time if we do not have preferred slot.


If you can’t fit them in, make sure you take their name, number and tell them you will give to the team member to see if they can make it work)








Great, can I take


your name please?





(Do we have mobile & Email address)





Great, that’s your appointment secured for (state day, time & service).





Thank you! See you then!








www.enhanceclarkston.co.uk 
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