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Beauty salon training manual

Academia.edu uses cookies to personalize content, personalize ads, and improve the user experience. By using our site, you agree to our collection of information through the use of cookies. To learn more, see our Privacy Policy.x 1. Training Guide Reception 2. TRINI: CUSTOMER EXPERIENCE AND SUPERIORITY Foreword: Your language and body attitude should resemble that of a concierge at the Ritz Carlton Hotel. It's not very friendly, but very pleasant. Not to talk, but to be cordial. Speak with finesse, conciseness and clarity. Stay calm and cordial under all circumstances. Remember that Trini

Salon thrives with customer experience and excellent achievements! 3. TRIS: CUSTOMER EXPERIENCE AND EXCELLENCE 1 This training manual will provide you with the tools to succeed in your position as reception coordinator. You are expected to carry it with you during the 7-day official training period and study the relevant training content twice a day until it changes. It can serve as a reference tool after completing the training. This guide includes the following information:
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27 6. TRINI: CUSTOMER EXPERIENCE AND SUPERIORITY 4 In Trini, we strongly believe in the development of our family members so that you, as well as our business, can prosper in a teamwork environment where all members are responsible, sharp and mostly appreciated. Welcome to the family! DUTIES AND TASKS Such as the door of management of Trini, you are the eyes and ears of salon operations. Your work requires you to support decisions made by management and help them implement them. Tasks by switching through your shift, you need to keep up to date with the following tasks to

do a great job. o Carry your phone at any time If the phone is out of use, call 1-866-671-1117 o Check toilets i Toilet paper U Hand towels U Hand towels U Cloth o Review, that all lounge areas are kept clean o Late registry employees o Delegate shelf storage available operatorl o Keep shelves for sale powder o Full all daily calls i Confirmation 4 New customer (i Call o Call o Shows from the last few days o Periodic floor walk o Delegate dishes and laundry operators o Prepare Black Folders o Enter new customer information into the computer o Restock FD materials (i Marketing material t Printer paper and
ink U CC machine Paper i Getting machine and ink 1 always say and thank you when interacting with an operator. 7. TRIS: CUSTOMER EXPERIENCE AND SUPERIORITY 5 i New customer information forms i Ink for Trini valet stamp 0 Tip envelopes i Menus i Magazines (i Keep magazines organized/they will push old o Move Cash out for rose delivery purposes Goals are made on several components and will be compensated on the basis of a bonus system in addition to your hourly salary. It is your duty to achieve and maintain these goals. Your compensation will increase when you exceed your
goals. You have a two-goal system; individual goal and a second goal based on your synergy with all FD employees. See information about the tips in document M.1.12 in the Trini Bible on training at the reception. 8. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 6 Books There are three important travel books at the reception - the journal, the Communication Book and the Customer Tracking Book. Diary - used to track everyday challenges such as FM incidents, decay and customer concerns. This book is confidential and should be maintained and maintained with Communication Book - used for
the bridge of communication between FD personnel and between FD and management. This book contains information such as new rules to be applied, procedures to keep in mind, etc. Customer Follow-up Book — Used to track an unhappy customer. Any complaint from guests must be help management monitor them. These books are for FD and eye management only. Do not leave them out of the cupboard at any time, for any reason. It's your duty to keep them safe on a regular basis. GREETING Greeting is the moment of truth that sets the tone for the visit of G. New and repeat g should be greeted
warmly, but professionally. Follow the script below when G enters Trini. » Always stand and talk first « Greet G for 10 seconds ¢ Watch and smile Many of our G feel scared walking in a salon. Your initiative and approach will help them feel comfortable. Welcome to Trini, how can | help you? You must confirm the name of G, service provider, and appointment time. Can you tell me your name? Check G in shortcuts and prepare their Black Folder for service provider (SP). Labels will help you distinguish G types. Please pay attention to each G so that you remember who they are and where they should go. 2
Any problem you personally have goes to a sticky note in the parking lot. 9. TRINI: CUSTOMER EXPERIENCE AND SUPERIORITY 7 NEW GUEST | see that this is your first time in Trini Salon. It's a pleasure to have you with us today! REPEAT GUEST Welcome back to Trini (Enter the name of G)! How did you know about Trini? Add a welcome coupon code as you prepare your Black Folder. Upsell. Once you've checked G and verified the appointment schedule (services and time), you should recommend other available services that match G's profile. (Enter G's Name), please sit in our Phyto Mini Store
until we inform (Enter SP name) of your arrival. Can | get you something to drink? We have water, coffee, green tea and white wine. 3 If G informs you that you want a drink, ask another FM to deliver the drink and Black Folder.4 During the arrival process, it is important to comfort G. To communicate what you need to do, inform them of what you will do and encourage them to ask for help if they need it. If after the black folder is delivered to the SP provider, which will teach you that the guest will have to wait more than a few minutes, return to G and advise them on a short wait. (Enter the name of SP) will be
with you soon (Enter G name.) Is there anything | can bring you? Note that SP should greet its G upon arrival, whether busy or not (exceptions include manicure and spa specialists.) Be active. If a new G has to wait sp, find available FM to give them a tour of the lounge. If a repeat guest has to wait for a service provider, offer affordable and reasonable short services such as polish change or eyebrow wax. 3 Other (espresso or plain black) and tea (hot or cold) choice. 4 If you need to leave FD for any reason, take the phone with you at any time. 10. TRIS: CUSTOMER EXPERIENCE AND EXCELLENT 8
special circumstances Use the following guidelines to deal with scenarios that may occur during your shift — act with a sense of urgency. When dealing with a challenging situation, please do as much as you can behind the scenes to avoid g. Late service provider's feeling of discomfort In case G is waiting more than 15 minutes, you should provide him with an Apology Card for their services. Their time is precious, and we always keep it in mind. (Enter the name of G,) please forgive us for this little delay. We would like to use this unfortunately discount card when visiting with (Enter SP name) today. Do you
want a magazine or maybe something else to drink? Please feel free to use the computer! Late guest If G is late, do not show any frustration or anger towards G; is not the culture of the salon to be negative. Work with SP(s) to provide G with their scheduled service. If, after discussing with the SP and exploring all possible properties you cannot fit G in for their scheduled service, work out a solution and articulate it with G. (Insert G's Name,), your appointment is scheduled at 10 am and is now 11 am. We can still provide you with the service (with another SP, another day, later.) This is a very touchy situation
that needs to be felt and addressed seamlessly. Use your best judgment while being respected and caring. Keep in mind that our SPs work very hard to build and maintain their customers — do your best to keep any G with their planned SP. Of course, G comfort is our top priority and you need to plan the salon customers at their convenience. Early guest If G is injured, follow the steps below to best help them. 1. Report meeting time 2. Inform SP 3. Assure G that SP will be with them as soon as possible. Your goal is to make G feel comfortable and make sure they are helped at the earliest moment. 11.
TRINI: CLIENT EXPERIENCE AND EXCELLENCE 9 Untraceable appointment, if you are unable to find an appointment in the daily schedule, do not tell G you can not find their appointment. Consider the following options: « Is Book G under another name? « Did G confuse the date of their meeting and do they have an appointment for another day? ¢ Is G in the right salon? (If they're not, you'll indulge if you can convince them to try Trini!) Inform the SP about the situation and come up with the best solution for tailoring G. Our ultimate goal is to provide exceptional experience, planned or not. 5-minute rule
You need to connect to each G waiting for a maximum of 5 minutes. Your goal is to their needs. If you need to be asked for a drink and/or reading materials, you do not pay enough attention to G. Please do not assume that everything is what you care about. If G seems lost, restless or needs help otherwise, contact them and offer your help. They'll appreciate your gesture, even if they don't need help. BY CLOSING THE TICKET when you close the ticket, you pack g's experience, ensuring their return and encouraging targeting. This is your goal to carry out the transactions at the checkout accurately, to
consult the quality of their experience and to take the necessary steps to cultivate customer loyalty and satisfaction. The following process covers all your bases. 1. Make eye contact, stand up and identify G by name. How was your (Insert service) today (Enter the name of G)? Yes, a compliment to G when you look at them. Please be sincere and get as much feedback as possible so that we can improve their experience on their next visit. 2. Listen to G. If something seems wrong, contact it and call a manager if necessary. If G seems unhappy with its services, we suggest you get an SP so that you can
work collectively to meet their expectations. 3. Follow 3 R on advance reservation - Recommended, real date and request. 12. TRINI: CLIENT EXPERIENCE AND EXCELLENT 10 (Enter G name) | see that (Insert SP NAME) recommended January 15 for your next appointment. Can | book two dates? Thus, you can get the fourth for free. Once you have offered our pre-booking program, be sure to specify the restrictions — the free appointment is of equal or lesser value, the appointments must be no more than 6 weeks apart from them. 4. Go to R retail - recommendation, reason, and request. (Enter the
name of G) | see that (Enter the name of SP) recommends Secret de Nuit as a night treatment to revive and protect your hair. Would you like to try this today? 5. Outline the ticket — first services, then products. (Enter the name of your G) services with (Include SP name) today includes your $60 color, $40 hairstyle and deep conditioning treatment $20. Your total is $120 for your services. With your home care product, Secret de Nuit, your amount will be $147. 6. Manly on the ticket. If it's reasonable, ask how they'd like to break up their tip change. $147 from $200. Do you want me to break your tip change?
Use the yellow envelopes to save SP tips. Include sp and G name. CARD How would you like to add the top? Cash or on the map? (Always mention cash first) Is that $20 or 20%? When loading the card, relay back the amount of dollars, including the tip to G. This will help you avoid error and ensure g that they load correctly. $ 167 on card 6. by prompting the issue of a gift certificate and word of mouth and, and Ticket. 13. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 11 (Enter G's Name) note that our gift certificates are a great way to invite friends and family to Trini and get a 25% discount for a
recommendation on your next visit. Many of our guests buy GC to keep a guest account with us. Also, we can offer you free deep conditioning next time. All you need to do is like us on Facebook or write a nice google or yelp review for your service with (Enter sp name) Should you validate your parking ticket today? 7. Upon departure from guests (Enter the name of G) it was a real pleasure to see you today. We look forward to your visit to Trini Salon! 5 Give each guest the right time and attention! Don't rush the payment process, but be quick when G is in crisis over time. If you've backed G, don't call them.
Our mistake is not their burden. Call only if you have charged them.6 CALLS daily require us to interact with guests over the phone for different purposes. We have categorized these targets into call types. Follow the forward-looking script when calling a scenario for G. Scheduling: G calls to record an appointment. Script first outlined G; Thank you for choosing Trini! (Enter your name) speaking, how can | help you? Or it's a wonderful day in Trini! (Enter Your Name) speaking, how can | help you? G reacts... Can you tell me your name? Always smile when answering the phone; A G can tell the difference. Do
not rush the greeting; speak clearly and confidently, even if it is busy. 5 Make sure all customers are logged off. Women should get a white rose. 6 Charge shellac suspension for Gs that did not make their shellac with us. 14. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 12 Have you visited before Trini? If so, look at their history and save the customer with the last SP, as planning allows and G. If you do not... Is there anyone you'd like to see? When are you coming? Do you want to make your eyebrows? To make the reservation, you must fill in a new G profile for the first time. For repeat
customers, make sure that you have booked the correct account by confirming the G phone number and spelling name if necessary. (Enter G name,) | have booked for (Insert service) on (day, month, date, time) with (Enter SP NAME). Do | have to direct you to the parking lot? It's been a pleasure assisting you today, is there anything else | can do for you? Thank you again for choosing Trini Salon! It's a beautiful day. Confirmation scenario: To confirm upcoming appointments during the AM shift by calling 48 hours before. Customers unconfirmed at the 24-hour mark, a subsequent signal must be given.
Check the story before calling G; See their past services and prepare your reselling strategy. ANSWERING MACHINE Hello (Enter the name of G) it is (Enter your name) from Trini Salon and Spa call to confirm your appointment with (Enter sp name) on (day, month, date, time.) Please call us at 786-220-7796 to confirm that you have received this message. Thank you for choosing Trini. We look forward to seeing you soon. Quick Guide Greeting Thisis ___ from Trini To confirm appt. with ____ Day, month, date, time Please call 786-220-7796 Thank you 15. Hello, G's name, it's (Enter your name) from Salon
and Spa. | call to confirm your meeting with (Enter the name of SP) on (day, month, date, time Guest meets to Great, | have the opportunity for a manicure at the same time. would you be interested in taking advantage of this? Do you know where to park for your visit to the gym? Car parking is in the SW area of the building. Please remember to present you with a ticket for verification at the PD upon arrival. For confirmed appointments, right click on the account and select confirmed. Write a note indicating the call date and the actions taken, such as 7/15 S.B Im, using the following abbreviations. OK =
Confirm with G Direct LM = Left Voice M ge LP = Left M ge with Second Party NA=NA (Recall) New Client Trace Scenario: Each change the next day after the first customer visit. Use the new customer callback form in the Trini Bible to document the level of G satisfaction of these conversations. If G has a problem out of your control, let G know that you will notify the management and we will call within 24 hours. Inform the manual as soon as possible and write it in the Following 16. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 14 ANSWERING MACHINE G ANSWERS Hello (Enter the
name of G) it's (Enter your name) from Trini salon and spa call to track your (Insert service) with (Enter the name of SP.) We want to make sure that your services were good for you and ask you if there is anything we can improve with you your next visits? Would you be interested in booking an appointment while we're on the phone today? Thank you again for choosing Trini! 200000 000 000 000 000 000 000 000 000 000 000 000 000.0043 | call to follow (Insert Service) that you had with us yesterday because we would like to make sure that your services are good for you. There is no need to return to this
call unless, however, you would like to share a comment or concern about your experience with us, or if you want to schedule your next appointment. You can contact us at 786-220-7796. Thank you again for - No, no, no, no, no, you have a beautiful day. Be sure to log in and take the necessary actions in terms of customer satisfaction. Quick Guide Greeting It's ____ from Trini went well? Improve? Schedule? Thank you, please call 786-220-7796 Reschedule Thank you greeting it's ___ from Trini continuation of (service) Went well? Share 786-220-7796 Thank you 17. TRINI: CLIENT EXPERIENCE
AND EXCELLENCE 15 without displaying follow-up scenarios: G is = 15 minutes late for appointment. ANSWERING MACHINE Good morning (Enter G name — first and last) it is (Enter your name) from Trini Salon and Spa vocation. We wanted to remind you of your meeting today with (Enter sp's name) at 10 a.m. Please call us at 786-220-7796. We'd love to cancel your meeting. Thank you again, we are waiting for you at Trini Salon! G ANSWERS Good morning (Enter the name of G), it's (Enter your name) from Trini Salon &amp; SPA. I'm calling regarding your meeting at 10:00 a.m. (Enter sp.'s name)
The guest responds... I'd be happy to postpone your meeting until later. (Enter the sp name) has (alternate date and time). This time it'il do you good? (Enter G name,) we look forward to seeing you on (date and time.) Thank you for choosing Trini. Take a break! Maintain a positive attitude during the conversation. It's important for G to feel comfortable. Remember that scheduling conflicts can be a mistake on our part ___am. TRINI: CUSTOMER EXPERIENCE AND EXCELLENT 16 Call-16 Scenario: Hold a call to persuade G to return to Trini. The purpose of these calls is to fill in the books for the next
week. Our goal is Gs, who wasn't there to see us for at least 3 weeks for hair/ 2 weeks for nails. Follow the procedure below to strategate your at-test. 1. See the shortcut schedule for the upcoming week 2. Select a day as your target booking date and make a list of SPs and gaps in your schedule. 3. Go back 2/3 weeks to the books and look for customers who have not made a reservation in advance 4. Call Hello (Enter G name), It's (Enter your name) call from Trini Salon and SPA. (Enter sp name) asked me to call you to see how you are doing? She/he is concerned about your last (Insert Service.) How
did you cope? IF G REACTS POSITIVELY... Very good location. (Enter the sp name) has an appointment (day, time) for you. He's always been in a leak. IF G REACTS NEGATIVELY... Use the learning method - Listen, Empathy, Apologize, React, Notify. (Enter the name of G) Understand (repeat the customer complaint.) We are proud of the quality of service here at Trini and apologize for the inconvenience. I'll get in touch (link the action plan) and call you (appropriate time period) with a solution. We appreciate your time and feedback in Trini and will be contacting you shortly. Have a wonderful day Let
him know in the Customer Tracking Book 19. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 17 Busy FD Sometimes FD can become very busy, then you will need to return calls to customers that you could not have accommodated. Remember that the phone is always a priority. If you can't adequately assist G, take their name and phone number and return their call within 5 minutes. Thank you for choosing Trini. (Enter your name) speaking, can | take my name and phone number so | can call you? Follow the same procedure when phone lines ring at the same time. Stay calm and confirm the
guests present. After | get back on the call... Hello (Enter G name) it's (Enter your name) | call you from Trini Salon. Thank you so much for your patience. How can | help you today? Without a commitment, you will receive calls for staff and management. All calls must be filtered. See the protocol for each call type without an appointment. Call the staff Always give a message. If SP is busy with G... (Enter sp name) is currently with a guest. I'm happy to send a message for him. Use it for publishing to write a name, phone number, and reason for a call. You should never interrupt SP while they are with G. If the
call is personal and urgent, discreetly submit fm it post. When SP is ready to return the call, you need to dial the number and greet the caller, and then hand over the phone to the SP. You cannot give G information to employees. Hello (Enter G name) is (Enter your name) from Triny. | have (Enter the name of SP) here to speak to you regarding your message! Call for Management Find the caller's name, phone number, and reason and write a management note. You can share the office number on request. 20. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 18 Invitation for owners Find out the
name, phone number and reason of the caller and write a note about the person. Tell the caller they're on a date and deliver him to the office. Never tell the caller they're not in the gym. You must not disclose any information about the location or trends of salon owners. UNHAPPY CLIENT, when G is unhappy about his experience, please note the procedure below to handle G in an appropriate and professional way. They are three types of G — marked with letters A, B, C. The key to determining what type of customer you are dealing with is to ask WHY, HOW and WHEN while assessing the situation. And
he's passive. No matter how good or bad the service is, guest A will not tell you, but based on their body language and speech, you can say that something is wrong. That's dangerous! give them everything is fine. Register your observation in the journal and the customer follow following Book. The next day, the FD should call them to understand why, how and when we can clearly determine the situation. We never recover in cash. We set a refund date or provide G with a gift certificate (the decision is made by the Guide). He's insistent. In a polite way, B will tell you what's wrong. You need to clearly define
the situation by asking why, how and when. Let's investigate what happened by asking G and the stylist. Use the LEARN method. You can offer redo or consult the Management Voucher Guide (TMG). Guest B is aggressive. Guests of C will complain, scream, be loud and rude. (Enter the name of G,) | listen to you and | understand what you say. Please, let me call you with a solution. If the discussion escalates... (Enter G name,) today your service is free. Please don't go back to this salon. In this case, you should block the guest by placing a warning message in your account. 21. TRINI: CUSTOMER
EXPERIENCE AND EXCELLENCE 19 REASON CODE DEFINITION CODES Codes are important for the flow of salon operations. Also, SPs are evaluated regularly based on this information. It is crucial that customers are marked correctly. Repeat the RR recurrence G request that requested the same SP employee request REQ repeat G, who requested a specific different SP salon client S repeat G of a salon without SP preference pre-book PB recurrence G, which were scheduled with SP when the last visit new customer new client New Customer Request NREQ for the first time who requested a
specific GENDER request SP GB G has requested SP from a certain gender Blocked SP has a meeting REDO SERVICES when G is dissatisfied with their service and gives up its re-performance, they do not pay. You must fill out a form in the file at the computer reception. « If a refund is made during the same payment period that the service has been performed, FD must change the credit to the operator who made the Redo system in the Shortcuts system. « If a Refund occurs after the pay period during which the service was performed, the management will have to manually repair it during the payroll. If
this is the case, the FD must immediately notify the management. OPEN CHECK LIST Follow the checklist below to open the salon. Remember that you are expected to arrive at least 15 minutes before your shift to prepare the work of the day. You need to sit on an FD right at 9 am to congratulate the first G. Walk in the lounge from the back to the front, paying attention to the details to avoid missing steps. 22. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 20 On the floor o Turn on all wax pots and shower in the spa o Turn on coffee machine o Turn on all lights o Turn on OPEN sign o Ask FM
help with external articles (signs, magazines, pillows, ash tray) Remove phyto computer at reception o Float = $500 o Family member plan of the day o Walk in sheets (i {i (i Nail Technician /Spa o Daily businessaNotes and alerts o Request force update of confirmations and appointment requests o Full daily calls i Confirmation i New client i call back 23. TRINI: CUSTOMER EXPERIENCE AND SUPERIORITY 21 DEMAND FORCE Force is an online tool used to maintain virtual customer contact. It allows us to see customer feedback and enables customers to confirm and request appointments. Every
morning, you should check that all new confirmations are transferred to Shortcuts by confirming them manually. You should also contact customers who have requested appointments to arrange and confirm their reservation. In addition, you must notify the management if there are any negative customer feedback. You'll get a username and password that give you access to search power. PLAN OF THE DAY The plan of the day is a sheet based on the schedule of shortcuts, which is prepared by the manager in the morning. It delegates tasks for each operator to perform when not occupied with Gs. The
plan is designed so that each FM is fully focused on making money and sticking to the Trini system. Once the manager has determined the plan, he/she will meet with each FM at the beginning of the day to discuss their daily tasks. You should have each FM initially up to their daily tasks. The options below outline activities to focus on fm when they have gaps in their schedule.7 1. Role-playing scripts 2. Fill in your card with points 3. Participate in technical skills and knowledge classes for the product 4. Hand out leaflets or forwarding cards to sell 5. Clean your stations or lounge 6. Filling shelves for GS
products always have an advantage and should pay attention. FM should be observed on the floor, such as drinks, magazines, chocolates, and manual massages. Check throughout the day to make sure FM is sticking to the plan. Remember our plan this morning? Come on, let's make some money! Example: Anya, a level 1 stylist, has two 1-hour gaps in her schedule — 13 and 15:00. It can role-play the script with a new FM, which is free at 1pm and practices makeup app at 3pm. 7 Important: When assigning tasks to FM, explain why they do the activity and how it will help them make money. 24. TRINI:
CUSTOMER EXPERIENCE AND SUPERIORITY 22 HANDOVER CHECK LIST Follow the checklist below when you take over your shift. o0 Read the journal book, message Book and customer Follow-up Book o Check if credit cards and match cache o Get business update of the day from departure FD receptionist o Communication of FD synergy for reading, focusing on the week ahead o Fill black folders CLOSE CHECK LIST At the end of the day, you want to cover all your bases. Close the list below. Keep for salon grooming and complete Plan of the Day If necessary, use the slip notes journal. Don't
forget to work on the bonus! o Change first ticket at the end FM(s) for business o Update TMG sheet o Enter colored formulas on the client card o Turn off wax pots / electrical elements o Full final paper and number sailing o Tidy desk and drawers o Place Phyto computer away o Turn off the open off sign o Check that all furniture is inside o Lock Envelope and sail away, turn off the music and load the iPod o Set alarm (if the housekeeper has not arrived) Closing envelope To complete closing envelope should check that credit cards, cash and cheques correspond to the end of the day Drawer report. Follow
the steps below in Shortcuts to extract the report. Toolsa end-of-day reports next to drawer viewa Viewa Print (2)a Good Also you need a trading summary report to retrieve the number of customers. Toolsa End reports of Daya Trading Summarya Customer View You must subtract the number of Trini employees who paid for services that day from this number to get an exact number of actual Gs. The envelope must include: i CC batch settlement receipts wrapped around i all service tickets U deposit note with cash and cheques 25. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 23 i end of day
Report We need to send a text to the manager and owners with the numbers at the end of the day: Here's what the envelope should look like: DISTRIBUTION OF NON-REQUEST Whether it's a new customer, or a customer lounge, Gs who don't want a specific SP should be allocated based on the proliferation of non-requests policy- SP level, priority update given by Hello! Here are the figures for today: service: $Retail GC$ Total $ Guest # Thanks Day ##/###/## Services Cash Deposit Retail CC gift cards cheques Total Tips 26. TRINI: Customer experience and excellence 24 management and then
arrival time at work.8 A G that calls as a non-enquiry is considered an entry- Our next free meeting slot is with (Insert SP name,) Master Stylist You do not need to specify stylist level unless it is one of our higher price stylists. If a guest asks for a pricing level, see below. The master stylist is our chief stylist and their list differs from other levels. Pricing is based on the stylistic promotion in our company. Follow the same protocol for a higher price for nails/SPA SP. Accident/ACCIDENT REPORT If G or employee has an incident in the salon, they must immediately fill out the M.1.6 form in the FD file on the
computer! They should be reported to management immediately. PROCESSING THE WORK SCHEDULE OF FAMILY MEMBERS It is important to follow the correct protocol regarding FM presence in the workplace so that the management can work to keep the gym running smoothly. Sick days If an employee calls sick, observe the following to-do list. - If they're not available, leave a message. o Move their GS to another SP. Ask another SP to if possible. o Prepare a sick form and include it in the manual. o Note in the journal. Rest and schedule Change Only Raymond can allow approval of schedule or
vacation changes. You must: o Instruct FM to fill out form G.28 in the FD file and send it to management. 8 Exceptions apply when there is a new SP that ends its first month of booster priority, in which case they will take precedence over the top-level stylist. 27. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 25 o After approval, inform FM immediately and make the necessary changes to the schedule in the computer. Mark Offs When G calls and asks about an employee who is on vacation or a former employee, you should not disclose salon information. Do not say that they are on holiday or no
longer work in Trini. (Enter sp name) is outside the salon. SP late to change when sp provider is late for their replacement, you should pay attention in the journal. The evening receptionist is responsible for moving his first ticket to business at the end of the day. Only Raymond can reverse the ticket credit of SP. Discounts we offer various discounts to thank and stimulate our guests. No discounts for special Gs or friends of FMs. Welcome package For new customers After their first visit 25% References cards G refers new customer, and both parties receive 25% discount 4th meeting free pre-booking
program - book (4) receive 4th (equal or lesser value) free of charge. Appointments should lie a maximum of 6 weeks separate from the company gift certificate (TMG) offered by management only for a special reason or as a TFD bonus sorry card $5 forgiveness card to start employee discount then discount rule guide for employees and their families Free deep conditioning treatment provided over social media interaction or management judgment $20 (or 10%) Off Card for the first visit for a new customer indicated by FM Discounts above do not apply to any special promotions - no double discount.
Coupons must be sewn to the service ticket to justify pricing. 28. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE 26 DOS AND DON'S Here are a few things to remember when working with FD. Do your best at the front desk. You are in the fashion industry and your presence is a representation of the salon. You always have makeup well done and dress professionally, fashionable in black. Follow What you do not know, ask; what do you know, do yourself. Ask if you have any concerns or questions. Don't take it. Similarly, if you know what you need to do, make sure you stick to the protocol.
Delegate. Feel free to ask your colleagues for help with new customer tours, a drink or a G magazine if you're busy. You should not leave FD unattended. Check for return. Be sure to check the back of tickets for notes from your operators. Aim for your goals. You are keep track of your daily bonus list. It affects your salary and is proof of your performance. Set tasks to SPs. Make sure FM follows the plan of the day. FM has to deal with this. Things to do: i Restock bathrooms u Fill shelves for products i Check Laundry U Bring drinks for Gs U Help for other SP in need, follow the phone rule. The phone is
always a priority. You need to pick up the phone within 3 calls. If you have a G out front, apologize to pick up the phone. If you're feeling overwhelmed, ask another FM to take it. If you can't help with the conversation, make a busy call at the reception. Take responsibility for the FD area. FM should not stand behind FD unless you help G. DON'Don't Allow anyone to touch your meeting book unless it is a pre-booking of your client. If an appointment is cancelled, modified or rescheduled and there is an error, you are the only person responsible for it. 29. TRINI: CUSTOMER EXPERIENCE AND EXCELLENCE
27 Allow everyone to take money from the REGISTER. Only management can ask for money. The management must sign a receipt with an explanation of the cache. Allows FM to use computers for personal purposes. Computers are for business purposes only. RECEPTION STAFF TRAINING PROCEDURE When a new FD agent joins our family, current FD staff will be appointed to train them. The standard training procedure is as follows. 4 Training components Greeting + Computer 2. Phone three. Up to four. Redemption procedure « Every FD coach and FD intern should receive and use the script
every day during training. The trainees must read the script at least twice a day before coming to work (every morning and evening). « The trainer should highlight the learner's scenario for the first component (Greeting + Computer). « The trainer must play with the trainer throughout the shift for a minimum of 30 minutes. The trainees must work only on the first component, while smooth and mastery is performed. « Once the training is carried out, the trainer will model the scenario and allow the learner to practice by taking turns with clients. Training schedule o training day = Greeting + Computer o Training
Day 2= Phone o Training day 3= Upsell o Training day 4= Redemption o Day training 5= Greeting + Phone o training day 6= phone + Upsell o Training day 7= Upsell + Redemption out
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