Canoe & Kayak Retail Systems & Procedures Not to be copied


Canoe & Kayak Ltd

Retail Systems & Procedures
[image: image1.jpg]Canoe & kayak

Discover Another World




Retail Systems & Procedures

Contents

3Retail Systems & Procedures


3Shop Opening Guidelines


3Shop Closing Guidelines


3Brochure Supplies


3Canoe & Kayak Store Presentation


4Opening Hours


5Meeting a customer


5Company Philosophy


6Sales Approach/ Dialogue/ Ideas / AICCDC


8Quotes & Follow-ups


9Answering the Telephone and meeting the Customer


9Discounts


10Discounting


10The club member incentive scheme


10Tour, Course, Hire Bookings


10Demos


11Yakity Yak Kayak Club Trust


11Yakity Yak Club Membership


11Courses


11Selling Used Kayaks


12Used Products Sold Between 
Canoe & Kayak Centers


12Stock Transferred Between 
Canoe & Kayak Centers


12Computers


12Point of Sale


12Recording a Sale


14Cash Handling Systems


14Receipt procedures cash


14Receipt procedures cheques


14Receipt procedures gift vouchers


14Eftpos Procedures


15Telephone Processing of 
Credit Card Numbers


15End of Day Summary (EOD)


15Account Transactions report (ATR)


15Banking Procedures


15If you are the Subject of a Robbery...


17Warranty


17Refund Policy


17Payment Requests


17Retail Finance (see retail finance folder)


18Web Sales, TradeMe etc. 


18Repairs - Documentation


19Putting Aside Stock for Customers


19Receiving Deliveries


20Pricing Stock


20Updating the Price List


21Stock Control


21Stock take


22Kayak Hire Policy


23Kayak Equipment Hire policy


23Damaged or broken hire equipment


24Power tools, glues and solvents in the work place.


25Audit


26Manual Update Register





Retail Systems & Procedures 

Shop Opening Guidelines
1. Unlock the doors and deactivate the alarm.

2. Switch on lights. 

3. External signs and displays to be put out.

4. Log in the sales computer.

5. Music on.

6. Read the Diary and action notes.

7. Check phone for messages.

8. Process any goods that have been delivered and inform the customers that they are ready to collect.

9. Update blackboard - current events and weather.

10. Put the car on the road/ signs out.

Shop Closing Guidelines
The following procedure should be followed in the order they appear when opening and closing the shop.
1. Bring in signs and outdoor displays.

2. Lock all doors and windows

3. Cash up and complete the End of Day procedure as outlined in this manual.

4. Ensure office is tidy, desk clear and rubbish emptied.
5. Ensure that displays are tidy and that shop, workshop, kitchen, and toilets are cleaned and tidy.

6. Backup and Log off the computer. 

7. Turn off the lights and set alarms as you leave, taking any mail to be posted.

8. Check that all vehicles, including customer’s vehicles, are locked and secure and that there is no equipment in the back of the company vehicles or trailers.

9. Look back as you leave to check that all windows are closed and lights are out.

Brochure Supplies
Always keep one brochure as the shop copy.
Re-order brochures or photocopy extras before running out.
Canoe & Kayak Handouts - always have a backup supply.
Make a note to check supplies before a weekend or holiday period to avoid running out.

Canoe & Kayak Store Presentation
The following points are to assist the Store Manager in achieving the required standard of presentation in the Retail Stores.
· Stock to be displayed attractively, to be tidy and varied.

· All coat hangers to be the same colour

· All garments on hangers to be facing the same way.

· Garments with fasteners or zips to be done up or closed and hanging correctly on hangers.

· Booties: Display in pairs - evenly 

· Helmets: Buckles to be done up and facing the same way unless in some other form of display.

· Boats: To have hatch covers on, hatch clips done up.  Boats to be frequently dusted and vacuumed so you are not caught out when a customer wants to sit in one.
· Ensure all boats used for demos have been dried and cleaned before being put back on display.

· Storage Counter Shelving: Handouts and worksheets to be paper clipped separately and tidily in trays provided.  Remember, your work area should be kept in such a manner that any one of C&K staff can fill in at your workstation at any time.

· Folders to be put away and kept updated with payments i.e. Debtors crossed off once paid.

· Extra Coat hangers - to be kept out of sight and orderly.

· Counter displays- Goods to be tidy - frequently check stock levels and twice a month remove everything, clean glass, wipe over merchandise then redisplay - differently.
· Paddles - Completely wipe over twice a month.
· Trolleys - Change the boats around frequently so it looks different to regular customers.
· Used boats.  Wash and clean all used boats and accessories before displaying them for sale.
· Demo Boats - Make sure they are clean before being demoed or displayed.  
· Roof Racks - Stand to be fully stocked and frequently dusted, at least once a week thoroughly, by removing everything.  It is a main focal point and needs to look smart.
· Toilet/Changing Rooms: TO BE CLEANED DAILY and as needed.
This room is for customers to use too and must always look clean and smell fresh.
If dirty shoes have been walked in there, make sure you clean the floor before the next customer must use this area.  Change the hand towel at least weekly.
A useful habit to get into is to clean the toilet each time you use it.  That way it is always clean.

· Kitchen Area: Dishes to be done daily and put away.  Change Tea Towels daily.

The whole shop is to be kept orderly so things are easy to find and appears organised to customers.

Opening Hours

These times may only be changed with express permission from Canoe & Kayak Ltd OR the Store Owner.

Standard Opening Hours

Monday to Friday 9am – 5pm

Saturday 9am – 4pm

Sunday Closed

Public Holidays

We are closed on all public holidays including “Mondayised Holidays”

Public Holidays Observed

New Year’s Day

Day After New Year’s Day

Waitangi Day

Good Friday

Easter Monday

ANZAC Day (closed 
until 1pm)

Queen’s Birthday

Labour Day

Christmas Day

Boxing Day



Although Easter Sunday IS NOT a Public Holiday, as a Retail Store, many are not allowed to open. You may however, work behind the scenes if you wish, stocktaking, admin, cleaning etc. 
This must be approved by Canoe & Kayak Ltd OR the Store Owner

Tours and activity run as if a normal day.

Meeting a customer
First impressions really do count.  It is essential that you are;
· Enthusiastic.
· Friendly.
· Motivating.
· Interested.
· informative to the customers of the goods and services we offer.
· Well presented;
· Well organised and efficient. 
Our promotional message is one of professionalism and quality service.  This message must therefore, be reinforced by our staff in order to gain the confidence of clients.
Company Philosophy
Our aim is to ensure that all our owners, managers, staff, suppliers and customers are satisfied and enjoy working with the company. 

This is done through three key factors.
· Happy: This applies to customers, staff and suppliers.

· Mana: Everyone is respected within the company and the community.

· Profit: The company is profitable and staff are well rewarded.

Sales Approach/ Dialogue/ Ideas / AICCDC

Attention; 

· A Welcome as the customer enters the store.
· Greet customers cheerfully.

· Ask if you can help them. 

· This is an icebreaker and is almost always answered with “No thanks just looking”. 
· Do not be put off by this reply, it is hardly ever meant as they are in a specialist shop and they do have questions they are just building up the courage to ask. 
· Give them some time to have a look around and then ask them a question like “what sort of kayaking are you into”
Interest; 
· Now you have them talking you need to get answers from them to allow you to make an informed decision as to what purchase will fit their needs.
· Where would you use the kayak first? This gives you an idea of the type of water they are wanting to paddle.

· Who would be paddling the kayak apart from yourself? This allows you to work out which kayak would handle the weight and height of the paddlers.

· Would you be planning to surf?

· Would you be going to fish from it?

· Would you be going to do overnight camping? 

· How far would you want to travel?

· How fast do you want the kayak to be?

· How stable do you want to be?

· It is good at this stage share with them some of your personal experiences that apply to what they are seeking.

· Get them talking by approaching them with a smile and a question like ” and continue to ask questions to get the customer to open up and talk freely to you as a friend. During this stage

· You need to carefully listen to what the customer is saying as all this information needs to be relayed back to the customer in the Conviction stage. 
· If you skip the smallest detail at this stage the following Confidence, Conviction and Close Stage will be impossible.  The customer will continue to throw in new questions like “but where will my two kids sit.” And consequently, makes the single kayak you have just suggested unsuitable and force you to come up with another option.
Confidence; 
· It is essential that at the end of this stage you feel confident that you have asked all the questions you need and received honest answers to them and that the customer is also feeling that you have got to the core of what they wish to do in a kayak.
· If you feel you do not have the customer’s confidence, then you need to work harder at the interest stage before moving on. 

Conviction; 
· Discuss with the customer the main points that the customer has highlighted to you that they would want from the kayak.

· Now take the customer to the best two kayaks that fit their needs.

· Talk through the two kayaks carefully watching the customer to ascertain which they are warming to.

· Continue to point out the features that address the information gained in INTEREST 

· Read from the customer if they would like to make their own choice or they are looking for you to do this.

· If you think they want, you to make the decision then do so by pointing again all the features of the kayak and how they line up with what they have told you. And then make a strong suggestion that this product will do the job beautifully.  
Desire; 
· Be enthusiastic about the fun the product will generate and the great activities and adventures you have had, and that they will be able to experience with this product.
· Bring up all the ideas and wants that the customer had and link them to the performance and design of the product suggested.
· This is a correlation of the experiences and adventures that you have shared with the customer, which in turn become the customer’s own wishes and dreams.
Close; 
· Listen for when the customer starts to ask questions like “what colours do they come in” or “what sort of deal can you do” or “do you have them in stock” 

· When you answer, then tag on a comment like “let’s start doing some paper work then” or “would you like us to get the product in” or “how would you like to pay for it” 
·  Try and close the deal before you ask questions that will cause hesitation i.e. “what colour would you like” as this will often require the help of their family members and so will potentially stall or stop the sale.  
· If no commitment has been made to purchase, then ensure you at the very least ask them if they would like to buy it? 
· Remember that the sale is only made when the customer pays for the product.
· Be aware of any changes of behaviour when sorting out the price/quote. You can ask them if you feel that they have gone suddenly quite or cold “do you have a quote from another firm” if they do you can offer to look at matching it as we would very much like to purchase from us.

Quotes & Follow-ups
The Triplicate book is not referred to as a quote book it is more of a “let me jot down what we have been talking about note” with the idea that the customer will forget some of the detail of what has been discussed. It should be completed quickly and with customer involvement reinforcing the decision that has been reached.  As you are completing it you say, “can I give you a call in a couple of days to see how you are going and whether you have some more questions” and or “I will give you a call and let you know about______” or 

 “I will make some calls and get back to you about the second hand one you were asking about” or “I will be going out for a paddle in the next few days, would you like to come and try out the kayak?” or the customer asks a question that you cannot answer and you say, “can I have your number and I will call you with the answer later today” 

When collecting numbers, it is better to get their work or mobile number rather than their home number. A home number will require working after hours, which is when we like to paddle.

Take the Pink copy and attach it into your Dairy on the appropriate day.

Then at the agreed time phone your client back and answer the questions or supply the confirmed invite date and time, enquire whether he/she has any more questions regarding the equipment or activity, when all questions are answered ask them if they are ready to proceed with the purchase.  If you sense they are still unsure then have an invite ready for them which will start to include them in what we do i.e. “we have a Meet the club night coming up would you like to come along” or “we are going for a paddle tomorrow evening you would be welcome to join us” or “I am taking a couple of boats down to the beach for a customer to try would you like to join us and try out your kayak” 

Depending on the outcome of this phone call, you then move the Pink Copy to the new date. Or if this is the final action, staple the Pink Copy back into the Triplicate Book and fold the page in half to signal that the page is finished with.  

Remember to add notes to the Pink Copy so you can answer any questions as to the process you went through.

Ensure that when dealing with the customer, you convey the message that you want to sell this person the right boat for the circumstances they need it for and that we are inclusive when it comes to new people to paddle with.

Check with your Manager if you are unsure as to how to handle these follow-ups.

For the for purpose of staff training, new staff are required to record every contact whether by phone, email, or instore. Note down AICCDC in the margin and mark where the conversation ended.
This is to be reviewed daily by senior staff for feedback.
Answering the Telephone and meeting the Customer
Telephones should be answered as quickly as possible and certainly within 4 rings.

Customers should all be greeted on entering the shop or if dealing with another customer ensure at least friendly eye contact is made.

1
Greeting: “Canoe & Kayak, and the Roof Rack Centre.
................... speaking”

2
Be enthusiastic and helpful, but if you’re unsure of something don’t try to cover it up.  Refer the customer to another staff member who can answer the question or, if no one else is available, tell the customer that you will find out the answer and call them back.

3
Always ask the customer how they heard of Canoe & Kayak, and fill in the Advertising Research Sheet.

4.        When working in the shop by yourself it is necessary to juggle the customers and telephone calls.

It is all right to excuse yourself from a customer to greet another customer entering the shop; however, you should remain with the existing customer until their questions are answered.

If the phone rings while you are talking with a customer or on the phone to another customer, ask your first customer to hold for a moment and answer the other call as above and without breaking your greeting add “I’m sorry I’m dealing with several customers at the moment can I please call you back in ___minutes”.  In the diary take their name and phone number; confirm the number and say “thank you for your understanding. I will call you back shortly”

Then leave the phone off the hook until you have dealt with your first customer’s enquiry.

Document on your shop diary the time and duration the phone was off the hook.  This will help management make decisions as to when staffing levels need changing.
Discounts
· Canoe & Kayak Ltd sets this Discount Policy in conjunction with the owners of the
Canoe & Kayak Centres.

· Canoe & Kayak Centre sales staff are not allowed to deviate from it.

· Canoe & Kayak Ltd and the Owners and Managers of the Stores will set price deals from time to time.  This is the best sell price and is not to be discounted further.  

· Staff discounts of up to 25% are available. 
This may not apply to all products – check with your manager.

Discounting 

The club member incentive scheme

Club members, upon producing their Club Card. This applies to any club we are associated with.
· Club Members are entitled to a 10% discount off accessories in the shop.  This is NOT available on Plastic Kayaks, Fibre Glass, Kevlar or imported kayaks and other imported products including Roof Racks.

· Discounts off courses with the right of free repeats, paying only for food and accommodation (and hireage if they don’t have their own boat), 

· 50% discount off hireage.

· Schools, Community Groups, and Commercial Organisations are priced by the Shop Manager on a case by case approach.  

We suggest that you call Canoe & Kayak Ltd when pricing these to get current feedback as to what discounting is current for the quote you are doing and some suppliers will allow an extra margin for these sorts of purchases. 
Tour, Course, Hire Bookings
1. Customer completes a Course Enrolment form.  Check that all information is collected.  If you are taking the booking over the phone, then read them the conditions and ask them all the questions and fill out the form.  Then attach the form to the Activity Sheet to be signed when they come to do the activity. This may be completed using an online system.
2. Issue a receipt - write receipt number on the booking form, registration form.  No booking is confirmed until paid for.

3. Enter details of bookings in the appropriate Activity sheet. Ensure that all information is transferred and that there are no empty boxes left on the person’s line. 

4. Courses and Trips have maximum client numbers. (YY members are additional) 
Refer Safety Policy.

5. Give customer relevant Tour/Course handout and itinerary.

Demos
We provide free demos to any person wishing to trial a boat, based on a half hour, supervised demo, at a location and time convenient for both the customer and the staff member.

Try to schedule demos during a quiet time when staff can be spared from the shop.

It is very important to set the stage with a client prior to a demo.  When discussing a demo go back through their decision-making process as to how they have got to the kayaks they wish to demo.  Try though common sense to narrow down the options that will work for the customer, so the customer is only demoing the kayaks that will fit their needs.  

Talk to the customer on how the first few minutes is the most valuable part of a demo, it is when you feel the differences in stability, speed and control and remembering those feelings and comparing them with the other kayak they demo will give them some very clear ideas.

If the customer wishes to have a longer demo, they can rent the kayak subject to normal conditions and, if they purchase that kayak, we will deduct the cost of one day’s rental on the kayak they actually bought i.e. If they demo a Penguin for a weekend, and then buy a Penguin we will deduct the cost of one day’s rental on that kayak.

Yakity Yak Kayak Club Trust
The Yakity Yak Kayak Club Trust is a registered not-for-profit trust.

It is completely independent of Canoe & Kayak and therefore NO PAYMENTS MAY BE MADE to Canoe & Kayak for memberships, trips, food or accommodation.

Direct memberships to www.yakityyak.co.nz/join to register and pay on-line.
Although this will automatically put their name on the database and qualify them for in-store discounts, they will not become full members until they have completed their initial training course.
There is no age restriction to being a Yakity Yak Member.  However, for all members under 18 years of age, they must have an adult sponsor accompanying them on the trip.

I.e. a 15-year-old wishes to go on a club trip without a parent; he/she will need to arrange with her parents and one of the club members to be their sponsor for the trip.

Yakity Yak Club Membership

Canoe & Kayak is a sponsor of the Yakity Yak Kayak Club Trust and support customers joining their adventures.

Courses
Skills Courses are one of our most important products.  They keep the customer safe and activities develop skills to empower the customer to adventure more. This in turn builds our reputation and brings more custom.
Selling Used Kayaks
A current New Zealand Drivers Licence that matches the sellers face is required as identification from all customers that wish us to handle any used goods.  This must be photocopied and attached to the shop copy of the documentation.  

If there is any doubt about the customer or their product, then do not enter into any business 
with them.

When accepting used goods, explain clearly to the customer that the Canoe & Kayak Centre will take a 35% commission off the sales price and the customer will receive the balance.

The customer will be paid by bank transfer payable only to the name on the Identification supplied and only once all the money for the goods has been received.  Payment must be withheld from the seller for at least 7 days to comply with New Zealand Law, as goods sold without a warranty have a 7-day 
return period.

The goods shall not be removed from the shop until paid for in full.

Carefully take down the customers’ details in the “Sale on Behalf” triplicate book and all the details of the goods to be sold, including any accessories and the general condition of the goods, especially any pre-existing damage (take photos of any damage) because the customer may claim that it occurred in the shop.

Give the customer the top copy and file the pink copy in the back of the “Purchase Orders” folder along with the copy of the I.D.  Securely attach a label to the goods with the words “Sale on Behalf”, the price and the triplicate book number and place the goods on display.

When you sell Sale on Behalf goods there is an item in the item list called “Sale on Behalf”.

Used goods are goods that Canoe & Kayak Centre already own and want to sell. There is an item in the item list called “Second Hand Goods” which is to be used for these items.

If you are selling a second-hand item DO NOT use the actual item in the item list and then apply a discount.  I.e. don’t use the K PENGUIN item and then discount it to sell a second-hand penguin, use the SECOND-HAND GOODS item and then add “- flame penguin” to the description.

Used Products Sold Between Canoe & Kayak Centers
When a shop sells a second-hand item that is owned or advertised by another Centre then the seller of the goods to the customer will get 10% of the value and the Owner or Advertiser will get 90%.

This is to be confirmed prior to the sale of each item, as the advertising shop may not wish to let the item go with the 10% removed and has the right to say no.

Stock Transferred Between Canoe & Kayak Centers
When stock is transferred between Canoe & Kayak Centres, the price charged will be the cost price including any prompt payment discounts received and freight from the supplier.

Extra freight to get the stock to the new store will be charged if incurred.

Computers
At the end of each day, close all applications. Ensure computers are plugged into a strong power spike apparatus, which has a reset function.  Don’t get a cheap one, which can’t be used again after a major outage.

Point of Sale

We recommend using Xero as a point of sale programme as it gives up to date financial reports. This program handles all purchasing, sales, prices and debtors. For information on software operation, see Help link on the screen.

See the “Casual sales assistant job guide” under standard forms on the website.

Recording a Sale
When any item or service is purchased – We have two systems that track the sale:

1. Computer Programme, with a paper copy of all current transactions filed in the respective area i.e. End of Day Report, Debtors, Creditors, Orders Awaiting Goods and Purchase Orders.

2. Triplicate, Invoice Book.  Sales are completed in this book if the computer is not working or busy. When the computer is back online the pink triplicate copy is entered, and attached to the computer document and the new computer sales number is written across the last attached triplicate copy (yellow) in the triplicate Book.

All customer details must be recorded on any receipt issued. This must include.

First Name, Last Name, Address, (accommodation address for tourists) work, home and mobile numbers and email.

Sales Invoice
In Xero all sales are on invoice.

When creating invoices, ensure “Amounts are” box says “Tax inclusive”
The amount of deposit should be recorded as a ‘payment’ 

When a sale is made, print out:

· one copy of the Invoice for the customer,
· one for the Today’s Sales (EOD) tray with the EFTPOS receipt attached to it. All cheques and cash are to be put in the till,

· and, if there are goods to be ordered or put aside, one for the debtors file.
Create any Purchase Orders required and put aside any stock.  Write clearly on the Debtors File copy what action has been taken in relation to each item, i.e. – Taken, - aside, - ordered.

Once the transaction is complete i.e. Goods have been paid for and are in the possession of the customer, then all copies are to be filed in their respective complete data storage area i.e. Paid Cash Sales and Debtors, Paid Creditors and Purchase Orders, Awaiting Goods All Supplied.

In the event of the computer being unavailable for any reason, the backup is a personal triplicate book for each staff member.  Each transaction is recorded on a separate page, the white copy goes to the customer, and the pink copy goes in the Today’s Sales tray with any EFTPOS dockets or cheques attached, to be processed on the computer when it becomes available.

Ask the customer if they would like to be kept updated on activities and specials.
If yes, enter their names on the email sheet.  This way we can reach them quickly and with no cost.

If a client wishes to purchase an item that we have sold out of, or that we don’t normally carry:

1. Ensure that a payment of at least a 50% deposit is taken. Preferably, ask for the whole amount to be paid.

2. Create a Sales Receipt or Invoice and include home, work, and mobile phone numbers to allow contact on the arrival of goods.

3. Complete a Purchase Order form, or, if busy, clip the Debtor File copy of the Receipt/Invoice to the Sales Requiring Purchase Orders clip to be processed later.

Write Purchase Order number on customer’s Sales Receipt/Invoice.


4. Ensure the customer’s name and Sales Receipt/Invoice number are on the Purchase Order.

5. Email the Purchase Order to the supplier.  Once sent, stamp the PO with the SENT stamp and file it in the Purchase Orders Folder. Ensure the PO Number is in the subject line) 

Cash Handling Systems

Receipt procedures cash
1. Confirm the amount of payment is correct and secure in till.

2. Give the customer a copy of the GST receipt or ask to e-mail the customer a copy.
3. For any excess of cash i.e. over $100, secure it as soon as possible.
Receipt procedures cheques
Receiving cheques for payment:

1. Would you trust the person?  Check the amount and information on the cheque carefully 

2. Obtain a separate form of photo I.D. and photocopy it and attach it to our copy of the invoice. 

3. Ensure you have entered into the system the customer’s address and phone number at work.

4. If in any doubt, take the motor vehicle number plate, make and model and add to the back of the cheque.

5. Receipt as per cash.

Receipt procedures gift vouchers
Receiving gift vouchers for payment:

1 Is the voucher valid, an original and from your store?

2 The Gift Voucher has been sold as a stock item, and therefore cannot be recorded as a form of payment.

3 If the purchase is more than the value of the gift voucher, make out the receipt; enter the goods to be taken. Then add a stock item GIFT VOUCHER as minus 1 (Returned). Enter a reference to the original receipt number.  The invoice/receipt will now show the actual amount taken TODAY.

4 If the purchase is lESS than the value of the gift voucher, make out a credit note; enter the goods to be taken as a minus. Then add a stock item GIFT VOUCHER as plus 1. Enter a reference to the original receipt number.  The credit note will show the remaining credit available. We do not give change on gift vouchers.
Eftpos Procedures
1 Follow the EFTPOS machines manual to operate it.

1. If you have problems, there is usually a 0800 number on the machine for a help desk

2 When any EFTPOS transaction is accepted - give the copy to the customer along with a GST receipt if required.  The other copy of the EFTPOS printout is stapled to the Receipt and placed into the End of Day Basket.

Please Note: If using the credit card option.  The customer will need to sign the receipt if they are not using a pin number.  Carefully check the signature matches the card and if in any doubt ask for a photo ID to confirm.

If declined, be positive use a response like one of the below suggestions 



“Would you like to try again” or



“Would you like to try another account” or



“Would you like to try another amount i.e. we could go for half the payment    amount to start with”  

The most important thing to be aware of, is you do not want to embarrass the customer.  So, offer them an easy option to go forward.

Telephone Processing of Credit Card Numbers

As above except punch in customer’s card number manually into the EFTPOS machine and follow above steps then write, “Phone order” in the signature area. 

1. Ensure you get a clear delivery address and home and work telephone numbers of as many people involved as possible.

2. If you have any doubts do not send the products until payment is confirmed in the bank by the Manager

End of Day Summary (EOD) 
Account Transactions report (ATR)
To be completed daily once the doors are locked

1. Click "Reports" 

2. A drop-down menu will appear, Click "Account Transactions"
3. Under Account: select the bank account
4. Set the date to today’s date
5. Match each Invoice against each item on the ATR. 
6. Fill in the “Banking Summary Spreadsheet”

7. Remove any cash and cheques from the till and put aside the correct amount of cash for 
the ATR. 






8. If there are any Petty cash receipts in the till add them up and record on ATR.

9. Print an EFTPOS settlement from the EFTPOS terminal and balance it against the EFTPOS/credit card total on the EOD.

10. Count the remaining cash in the till.  This is your finishing float.  Enter on the till Cash Sheet. 

11. If the totals do not balance recheck and find the error.

Banking Procedures
Only one day’s takings are to be deposited on each Bank deposit slip, this makes the bank reconciliation easy. If several combined days are going to be banked on the same deposit slip, a clear breakdown of which days are included needs to be written on the deposit slip.

Use the deposit forms supplied and the banking supplement forms to record cheque details.

If receiving large amounts of cash or cheques, then do the banking daily.  If only small amounts received, combining several days banking is satisfactory.  Do not carry the money to the bank in a visible bank bag.

If the amount of cash is large, then two persons should deliver it to the bank.

The banking should be taken from the Centres locked secure position directly to the bank.  There should be no other stops on the way to the bank. At no time is the banking to be taken home.

If you are the Subject of a Robbery...

Give them what they ask for. 

Do exactly what they say – not what you think they want.  Remember the thief will be highly agitated and dangerous.

Remember as much about them as possible to help the police, height, skin colour, moles, tattoos, clothing, hair, etc.  

Remember the banking is replaceable, you are not!

Do not attempt to stop them at any stage.

Phone the Police on 111 as soon as they have left and you are safe and then your Manager for support

Warranty

It is not our place to accept or decline manufacturers warranties. We are there to facilitate the return of faulty products.

It is important to:

1. Collect all relevant information

2. Take photos of the faulty product

3. Inform the manufacturer as soon as possible

They will then make the decision on how to solve the warranty issue.
Refund Policy
Company policy is that we do not do refunds; however, in some situations management will make exceptions. 

You must request a refund from a manager, the first point of contact does not make the decision.

We do not refund because a customer changes their mind, but we are happy to exchange the product for something more suitable.
Payment Requests
For the following reasons a refund/ payment will be required.
· Refunds

· Sale on Behalf items sold

· Petty Cash Reimbursement

· Any other circumstances that may require a payment.

This section does not cover standard bill payments 

· Raise a Credit Note for the amount owing ensuring the appropriate name, address and phone number is included.

· E-mail this to the manager/ owner with the account details that the payment is payable to.

Retail Finance (see retail finance folder)

Web Sales, TradeMe etc. 
All online sales are processed by Canoe & Kayak Waikato in the first instance. 

Proceeds are forwarded to the appropriate stores on the 10th of each month.
Sales generated from the website come to you in the form of an e-mail.
The subject line is ‘ORD000042’ (or similar).

This e-mail gives you the customers details, customers email address, links to the website for processing the order and details of what has been ordered.

 If the sale states that it was paid by DPS, then the payment may be treated as paid. If the payment method is “Direct Credit” you need to await confirmation from head office that the funds have arrived. If you do not hear this within 24 hours, you will need to contact the customer (you can use the link on the email).

All orders must be responded to within 24 hours – but preferably within two hours.

Then package the goods for delivery. Diary-in to contact the customer in 4 days to confirm receipt of goods (especially if sent directly from the supplier.)

Having shipped the goods, return to the e-mail and follow the link to the website.

· Log in, and you are taken to the list of pending orders. 

· Select your order by clicking on the order number.

· In the bottom right-hand corner, there is ‘Update Status / Shipping’. 
Ensure ‘Ship all lines’ is selected and ‘Email according to customer preference’ then click on ‘Go’.
Repairs - Documentation
Invoice to be completed with the customer's full name, address and phone number, daytime and home number.  Enter the details regarding the repair, including a clear description of the goods and the repairs required.

Write out a purchase order (if the work is to be carried out by another company) to send with the goods and record the customer’s name and sales docket number on the purchase order, and purchase order number on the Sales Receipt.

The Customer retains a copy of the Invoice.  We send a copy of the Purchase Order with the goods to be repaired.  Another copy of the Purchase Order gets filed in the Purchase Order file and the Sales Receipt/Invoice gets filed in the Debtors File. 

When the repair is completed, enter the amount on the invoice and phone the customer to collect.

Putting Aside Stock for Customers
Once the stock has been invoiced or sold always put it aside.  Do not leave it on display as this throws out the stock take and the goods may be resold by mistake.

If the stock is to be put aside for a customer, label it clearly or, if there are a number of items, put them in a clearly labelled box, and place it NEATLY in the storage area.

The only stock to be put aside is stock that has been sold or invoiced.
If stock arrives for a customer, make sure that the customer is phoned (note this call on the invoice) and told that the items are here and have been put aside for them.

If a customer does not want to pay immediately and does not want to be invoiced immediately then items will only be held until the end of that day, unless by special arrangement with the Manager.

Receiving Deliveries
All goods must be checked for damage in the presence of the delivery person and if goods are damaged they are not to be signed for without noting the damage on the delivery docket.

1. If goods are in good condition and the correct number of items: Sign for them.

2. If they are lightly damaged (a light scratch or a replaceable part) 

a. Describe the damage on the driver’s docket and take photos before signing.

b. Refer to Manager.

3. If the damage is such it will prevent us getting full price for the product do not accept delivery (i.e. get the driver to return it to sender) 

a. Describe the damage on the driver's docket and take photos of goods and documentation. Do not sign.
b. Refer to Manager.

c. Ring the manufacturer and inform them the product is being returned and why and arrange a replacement item. Document the return on the Purchase Order form.

4. Check items against Packing Slip and Purchase Order.

a. Staple the Packing Slip and the Purchase Order together and stamp BOTH with the RECEIVED stamp and date and initial them and then file the paperwork in the Awaiting Invoices folder to await the invoice before forwarding for payment.  

b. Check on your Purchase Order if items have been ordered for a specific client.  If so, contact the client and place goods either in the kayak racks or place it in the Goods Aside area.  Make sure all items are clearly labelled with the client’s name and write on the client’s Receipt/Invoice in the Debtor’s Folder that the goods are aside and that they have been phoned, including the date.

c. If the goods are stock place them into stock.

5. If Purchase Order is not complete:

a. Tick, date and sign the items that have arrived on the Purchase Order.

b. Tick, date and sign the Packing Slip next to items that have arrived and process it as per 4 above.

c. Return the Purchase Order to the Purchase Order file.

6. If items received do not appear on Purchase Order:

a. Contact the supplier and return goods to supplier along with a letter detailing reasons for returning goods. File a copy of the letter in the creditors file for your records.  If goods are wanted, create a purchase order in the normal way and receive the goods.

7. If no Packing Slip is enclosed, create a pro forma Packing Slip for goods received and then continue with above systems.  

8. Remember if there is not a signed Packing Slip, Purchase Order, and corresponding Invoice then the supplier should not be paid until these items are sorted out.

9. When you receive the invoice, attach the corresponding packing slips and Purchase Orders to the invoice, and if all is correct payment can be made on the arranged date. Locate the purchase order on Xero and click “Options/ Copy to/ Bill” Check the box “Mark this purchase order as fully billed” if purchase order is complete.
Pricing Stock
Updating the Price List 
For companies using Xero, Canoe & Kayak Ltd will provide updated price lists from time to time as notified by suppliers. The Shop Manager - Owner will update the computer price list and alter pricing on any display products.

As a general rule Goods in our stores are priced at recommended retail.  See the Website for pricing.
Prices are to be taken directly from the Canoe & Kayak price list, caution is required that the entered price include GST.

If you receive an item for which there is no price, refer to your Canoe & Kayak Ltd.

On receiving invoices for stock, check the price on the invoice matches the computer and follow up any discrepancies with the supplier.

If a store is using any other programme, the updating of the price list is by way of supplier price lists and confirmation on the C&K website.

Stock Control
Stock take
In order to keep an accurate track of stock at all times and give an accurate Profit & Loss, it is recommended that a stock take is carried out at the end of every month.  This stock take must be accurate as at the closing hour of the last day of the month. 

The procedure for this is to use an Excel spreadsheet. 
1. Carry out a physical count of all stock.  The way to do this is to start at one corner of the shop and count all items as you move around the sides of the shop.  Once the sides are complete then continue with the center racks.  

2. Do not try to count all the same items at one time i.e. go searching throughout the shop for all the Air Bags and then look for all the Dry Bags.  This approach will almost certainly allow many items to be missed.

3. Enter the final numbers of stock into the spreadsheet.

4. On Excel complete a list of all items that are on consignment or sold, as the customer will expect them to be covered by our insurance if they are destroyed or lost and we will need a record of them.

5. Hire Equipment should be counted against the equipment list in the maintenance log.  A value for this should be calculated on current pricing.
Kayak Hire Policy
The following notes outline the policy and procedures for the hireage of kayaks and accessories. 

The policy is designed to ensure that all equipment hired to customers is used in a safe manner and that all items are returned to Canoe & Kayak in a timely manner, clean and in good condition.

The policy for hireage is as follows:

The hireage of kayaks is only available to people who have suitable training and/or skills to ensure their own safety. 

If they are not a club member then they must satisfy you that they are a competent kayaker, the standard hire form asks the customer questions about their skill and if in any doubt about the accuracy of their claims you must ask them more questions to confirm their stated abilities. 

We only wish to hire to people who know what they are doing so they will be safe and enjoy the experience.  So, if you are in any doubt say NO!!

All hireages and unaccompanied demos must complete in full a Hire Agreement.

All hireages and unaccompanied demos are subject to a rental fee; this must be paid in advance of the collection of the goods and on the same credit card, which will be used as a bond. 

Note: If staff are borrowing equipment they must be treated as hirers and fill in the forms.

The customer’s credit card details (Name on card, card no., expiry date AND CSV) are noted on the hirage form to be used as a bond. It is important to ensure the customer has signed the form, giving permission to use the card as described. 
Customers must complete all sections of the hire agreement and you must make the customer aware that if the kayak is not returned by the due date and time and they have not contacted us to extend that time, that rescue procedures, will be started and the customer will incur any costs that are associated with that action.
Changes to the return date may be made over the telephone if the customers’ plans change.
Upon the return of all equipment in good condition, the signed Credit card details are destroyed in such a way that the details cannot be reconstructed (marker pen or altered in such a way the numbers cannot be distinguished)
If the equipment is not returned on time, or all or part of the equipment is not returned at all or is returned in a damaged or incomplete state, then the full retail value of the extra time and or missing goods or the value of the repairs will be invoiced to the customer and paid for using the credit card details.  Copies will then be given or posted to the customer. 

Loan equipment is to be handled in the same way.

Kayak Equipment Hire policy
Equipment hired to customers must be suitable to the customer’s requirements as they have stated on the Hire Form.

The staff member must always check that the planned activity is suitable for the equipment being hired.

An example of this is a customer that fills in the Intentions area of the Hire Agreement with Sea Kayaking around the Auckland Coast and has requested a short white water kayak to hire. You as the staff member need to suggest that this is not the correct kayak for the trip and he/she would be better off in a Sea Kayak, pointing out speed, rescue ability, storage.

The stability of the craft must be suitable to the hirer’s ability.

 Solo kayaking is not recommended and we are not willing to hire to people who wish to paddle by themselves.

Hire equipment from 3rd party organizations must comply with these rental specifications before being hired out to our customers.

Sea Kayak Rentals must have;
1. Flotation.  Water Tight storage area in the bow and stern. And should allow the kayak to be self-rescued using a paddle float and bilge pump.
2. A Paddle
3. A Spray skirt that’s fits the kayak and paddler well.

4. A PFD that fits the paddler well.

5. A Helmet on all moving water and surf that fits well

6. Bilge pump and a foam paddle float. (There is a risk of spreading disease when using inflatable)
7. A Safety Flag 
8. A Light Flag combo if paddling at night (an extra charge applies for this)

9. End loops Bow and Stern

10. By-law compliant colours
White Water and multisport Kayak Rentals must have;

1. Flotation included with the kayak.  This can be either Air Bags, Foam or a Water Tight storage area in the bow and stern 

2. A Paddle
3. A Spray deck that’s fits the kayak and paddler well.

4. A PFD that fits the paddler well.

5. A Helmet on all moving water and surf that’s fits well.

6. End loops Bow and Stern
7. Throw rope
Damaged or broken hire equipment

All Hire Equipment and Vehicles must be inspected during the Monthly Stock take with all items needing repair tagged with an “Out of Service” tag and written on the tag is what is required to rectify the problem.   Accessories for repair must be removed from the hire storage area to avoid accidental use.
When the repair has been completed the repairer will document what has been done and sign off on the tag as complete.
The “Out of Service” tag information will then be filed in the “Equipment Maintenance log” in the office.
(NZ Safety part number 189813 are suitable)

Power tools, glues and solvents in the work place.
All staff must be fully trained in the use of all tools, glues and solvents that they are required to use.  

This process must include;

· The reading of all operational guidelines as set out by the manufacturer of the tools, glues and solvents. (These should be held and updated in a file by the management and used when training staff)

· The training and supervision of staff to ensure good safe procedures are understood and used.

· Checking that the systems are being used long term. (Noted in the staff members 
employment file as on-going training)

· Safety equipment is available and being used as specified by the manufacturers guidelines.

Staff cannot undertake work if the necessary safety equipment is unavailable.  These include ear muffs, safety glasses, breathing masks/ apparatus and gloves.

All work must be carried out a safe distance from customers and other staff.

All power tools must comply with necessary safety checks and be in good condition. When used outside a suitable fail-safe system must be used.

All solvents are only used in well-ventilated areas and that any work in tight places i.e. working to join or repair the inside of a kayak will only be carried out with an extra staff member in attendance encase of entrapment and asphyxiation.

When using heat in repairs, a Fire Extinguisher will be on hand at all times.

A first aid kit will be available and easily accessed at all times.

A phone will be available and easily accessed at all times.

The overall purpose of the above is to

protect staff and customers from injury and protect the building and equipment from damage.

From the OSH website

Can a young person work with machinery?
 No. An employer must ensure that a young person under 15 years old doesn't work or assist with work involving machinery. This includes using any powered tool or appliance. 
Audit
Sales receipts/ Invoices - 
Check address details.

Debtors’ files - 
Are the invoices filed correctly with relevant information.

Purchase orders - 
Filed correctly in P/O file. Part deliveries noted, when complete filed in awaiting invoice tray, stapled to invoice for payment.

Brochures Supplies - 
Are there sufficient supplies

Shop presentation - 
displays are clean; toilets are clean etc.
Quotes and follow ups - 
How many quotes in the last month, evidence of follow-ups, sales to those quotes? 

Discounts -
Sales by item summary – discount percentage, check through a range of Sales Receipts and Invoices to check that all discounts are shown correctly

Stock control - 
Last month’s stock take, View worksheet.

Kayak Hireage - 
Kayak hire forms. Number of compared to Sales by Item .
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