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XIII.  POLICIES

A. Areas to Address
A positive program of orientation for new employees should be established, preferably in writing.  With a written
manual format, you will be able to communicate to your workers the SBE's procedures, rules, expectations, goals,
and philosophy.  Every business must inform employees what they should and should not do.   Some of the basic
areas to address with specific written policies might include the following:

Hours of Operation—time to report for work, scheduled break time, will a time clock be used, will additional
hours beyond the school day be required, i.e., special events, open houses.

Absences and Tardiness—stress the importance of being reliable and punctual for work.  What role will absences
play in a worker's evaluation and grading? Employees are expected to know their work schedules.  If a worker will
be absent or unavailable to work, how to find a substitute.

Telephone Procedures—Including taking messages, transferring calls, answering customer inquiries, selling,
providing product knowledge, and use of the phone for personal use.

Dress Code—What is and is not appropriate to wear?  Is a uniform or identification badge required to be worn?
Identify basic grooming and personal cleanliness requirements.

Employee and Customer Safety—What to do in the case of a medical emergency.  How to handle fire drills and
weather-related drills.  How to identify and correct unsafe acts or conditions.

Personal Behavior—How they should act, what will be expected of them.  Workers should keep a business like
attitude at all time, avoiding fooling around, horseplay, swearing, or wandering outside of their assigned areas.
Included should be a statement of limitation on visiting with friends and how to keep busy showing initiative in
completing routine tasks.

Consumption of food or beverages during business hours.  Also the use of gum, toothpicks, or other oral objects
should be addressed.

Another key procedure is    employee purchases   , for both food and general merchandise. Having a time scheduled,
special forms to complete, and authorization to make purchases, and discounts available will smooth any problem
areas related to this activity.

Maintenance—What needs to be cleaned?  How often? (hourly, daily, weekly)  Who is responsible for cleaning?  A
cleaning schedule is a helpful tool for these routine tasks.

Reprimands and Grounds for Dismissal from the program—Define what acts will create reprimands and the
consequences of the reprimand.  Define what acts would be serious enough to cause removal from the organization.

Evaluations—The purpose of an evaluation is to give each employee feedback on how they are performing in the
business operation.  It will identify the employee's strong points and areas they need to improve.  The evaluation
will also be used to assist in determining the employee's grade for working in the school-based enterprise.

A business is organized according to the various tasks that need to be done to provide a smooth operation. An
organization chart is an excellent way to show the hierarchy of positions available in the school-based enterprise. A
written statement of job descriptions    for each position would provide an informative way for employees not only to
learn their role in the business, but also be a reminder to review when training others. Listed below are two
examples of job task statements found in many school-based enterprises.

Merchandise Staff Worker Duties:
• Receive, count, verify, and record all incoming department merchandise.
• Determine price of merchandise according to department mark-ups.
• Marks merchandise with appropriate tag and label.
• Coordinates orders for department, reviews catalogs, works with vendors, reviews want slips.
• Maintains stock levels.
• Is responsible for department in-store merchandise presentation and board displays.
• Takes physical inventory at appropriate times.
• Determines sale items and end of season markdowns.
• Reports directly to merchandise manager and store advisor.
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Display Worker Duties:
• Designs window displays using proper display techniques.
• Creates window and interior displays.
• Responsible for planning display changes.
• Prepares and coordinates seasonal promotional campaigns.
• Cleans, maintains and stores display props and fixtures.
• Take inventory of supplies and materials used in displays.
• Involved in promotion of the image of the business.
• Reports directly to the promotion manager and store advisor.

Identifying special    customer services    is included in the policy section of this Guide.  Providing a definition of what
the business will offer to consumers creates an incentive to shop and will establish customer loyalty.

Returns and Adjustments—A defined policy for returned merchandise, especially for refunds must be set in
writing.  The business can be as restrictive ("All sales final") to as liberal ("Total satisfaction guaranteed") as you
decide.  Some guidelines for returns should be considered.  They might include:
• All merchandise returns must have an accompanying sales receipt.
• Set a time limit for returns.
• Restrict certain merchandise for refunds.  (opened CDs or worn athletic wear)
• Manager or advisor approval is required for all returns.
• Attempt to have the customer make an exchange (even or uneven) instead of a cash refund.
• Provide due bills instead of cash refunds.
• Purchases of sale or clearance merchandise are final.

Delivery— Merchandise such as food, flowers, balloons, or gifts and general merchandise may be sold with
delivery available.  The delivery policy should be defined as to include any fees, area limitations, and time
restrictions.

Gift Wrapping—The availability of boxes, bags and gift wrapping may be a valuable service for many school-
based enterprises.  As with delivery policies, limitations need to be defined.

Credit—Depending on the merchandise offer for sale, a business should consider offering some form of credit
policy.  For enterprises selling low-priced or consumable goods, credit usually is not an option.  For others, the
availability of credit is essential.  Accepting bank credit cards is one option.  Along with the reduced risk of this
type of credit comes the fees and percentage of the sales that banks charge. Your business may opt to offer its own
credit.  By taking this option, along with the increase in sales (full purchase price), comes the potential problems
and costs associated with collecting on late and nonpayment accounts.

Discounts for Special Groups—The availability for special pricing for specific groups will encourage additional
sales and repeat business from those targeted populations.  In addition to discounts offered to your enterprise's
workers as described above, your school staff would be one group to focus on.  Having staff members using,
wearing, and consuming your products is an excellent way to promote your operation throughout the school.
Specific merchandise designed for staff, such as shirts or coffee mugs are great opportunities for additional sales.
Teams and clubs in the school are other potential target groups to focus on.  Special clothing, spirit novelties, or
offering baked cookies for club meetings are merchandise options special groups would value.

Special Orders—Your product offering may present the opportunity to provide for special orders on specific
merchandise from your vendors.  Items such as gifts, team clothing, embroidered names on apparel, CDs, or stuffed
animals, are some of the merchandise lines where special requests would be of added service.  Check with your
vendors to see if this would be a viable option.

B. Store Policy Manual
This section is designed to guide you through the process of writing an employee or store handbook.  Such a
handbook, or manual, is important for every store and company.  This format is an easy, inexpensive way to
communicate to your students the store’s procedures, rules, expectation, goals and philosophy.  It is the best way to
make sure that a school store is run smoothly and consistently.  If a store manual is not available, a lot of time is
spent orienting each new student, and a lot more time explaining procedures over and over to your current students.
Also, much time is spent reviewing or explaining every time an issue is misunderstood, a privilege abused, or a
policy changed.
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It is recommended that the school principal read the entire handbook and approve its contents before it is printed
and shared with the store employees.  This process will aid in gaining administrative approval and assist in
handling behavior problems when they arise.  It is also recommended that the manual be placed in a loose-leaf
binder.  Then, when a change is needed, all that has to be done is to reprint the section and replace it, rather than
reprinting the entire manual.

This manual should be divided into the following sections:
• Function and Role of School Store
• Store Organization Chart
• Store Employee Job Descriptions
• Policies and Procedures of Operation
• Evaluation
• Store Security Measures
• Inventory Control
• Questionnaire and Proposals
• Space Planning Questionnaire
• Opening Day and Promotional Ideas

As must be the case in every well-organized business, we have prepared a few ground rules that must be observed to
keep us working in the same direction.  Rules are necessary to assist us in providing the best possible service to our
customers in the most efficient, orderly and profitable way.

C. Sample Policies
Policy #1—Cashiering
To verify the amount of cash in the drawer, the steps to follow are:
• Count each denomination of coin.
• Record each amount on a verification slip.
• Place coins in proper cash drawer compartments.
• Count each denomination of currency.
• Record each amount on a verification slip.
• Straighten currency so that it is not crumpled.
• Place currency in proper compartments.
• Total change fund accurately.
• Indicate whether change fund balanced.

Making change without a change indicator, the steps to follow are:
• Announce amount of sale clearly to customers.
• Announce amount of cash tendered by customer.
• Place cash tendered on register plate.
• Count change from the cash drawer: smallest to largest; coins first then bills.
• Repeat transaction to customer.
• Count change back to customer correctly:

Coins first, then bills
Combine pennies
Bills face up, and in line
Use least number of coins/bills

• Thank the customer.
• Wait for the customer acknowledgment, and then place tendered money in cash drawer.
• Do this with confidence and poise.

Making change with a change indicator, the steps to follow are:
• Announce the amount of sale to customer.
• Announce the amount of cash tendered by customer.
• Place cash tendered on register plate.
• Index amount tendered into the register.
• Count back “change due to the customer” while removing the money from the register:

Largest to smallest
Bills first, then coins
Use the least number of coin/bills

• Announce the amount of change due to the customer.
• Count back change to the customer–bills first, then coins.
• Thank the customer.
• Wait for the customer acknowledgment, then place the tendered money in the cash drawer.
• Do this with confidence and poise.
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Cash Register Safeguards
• Maintain organized cash drawer:

$20.00 bills on left to $1.00 bills on right
Portrait side up and facing same direction
Large bills under the cash drawer
Coins in descending order

• Remove excess cash.
• Do not allow interruptions, avoid distractions.
• Keep drawer closed when not in use.
• Stay at register position, do not leave unattended.
• Follow proper change making techniques.
• Always place amount tendered on register plate.
• Refuse to be rushed.

Policy #2— Accepting Checks
Accepting checks for payment:
• Checks must be signed, or addressed in front of cashier.
• Examine the check closely.  There should be no additions, corrections, and especially no erasures.  Also, be

sure that all lines are filled in.
• Check the date.  We will not accept a postdated check.
• Check must be written in ink.
• Written amount of check must match numeric amount of check.
• If signature is unreadable, the customer should print name below the signature.
• If check and customer ID are acceptable, place your initials in the front upper left-hand corner of the check.
• Record type of ID used, and identifying number, on the back of the check.  Address and phone number of

customer should be on the check.
• No check over $______________ will be accepted.

NOTE: This procedure must be followed for every customer.  No exceptions! We need to safeguard against bad
checks.  A properly followed procedure will deter bad checks.  You also need the practice so that the steps become
second nature to you.

Identification for cashing checks
• Request picture identification, either a driver’s license or state ID card.  We will not accept a check without a

picture ID.
• Compare ID description with appearance of customer.  Check height and eye color first.
• If you have two picture ID cards, compare information from the two.

Bad Check Procedure
• When a bad check is returned from the bank, retain the check in the assigned place.
• Place it in plastic.  The check is evidence, do not soil, fold, staple or alter the check.
• Call the customer.  If it is an oversight, the customer will want to make the check good immediately.
• If it is a case of possible forgery, inform the proper school administration, and then call the police.  This is a

felony and should be handled promptly.
• If a check is returned due to nonsufficient funds, or there is “no account,” send out a bad check notice if your

initial phone contact is unsuccessful.

Policy #3—Charge Accounts
• Charge accounts may be made available to marketing education students and employees of the building.
• Charge accounts are made available (after application process is complete) for all students and staff for nonfood

merchandise.  Establish a credit limit for each customer.
• All merchandise accounts are on a 30-day receivable plan.  All delinquent accounts will be immediately

terminated.

Collection of these delinquent accounts may be handled accordingly
• A list of merchandise purchased, date and the amount outstanding is given to customers
• Parents of student customers will be called and informed of the situation.  Possible outcomes until account is

remedied are withholding of grades/diploma.  If all else fails put the student on the fine list.
• All adult employee accounts will be assigned to the designated school administrator.
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Policy #4 – VISA and MasterCard Policy
• VISA and MasterCard may be accepted at the school store.  This procedure should be followed:
• The charge card must be that of the intended user.
• All charge slips must be in ink.
• All charge slips must only be for the amount of the sale.
• All charge slips must have the signature that is registered on the back of the charge card.  Also the date of sale

and customer’s phone number must be present on the slip.
• The store manager must approve the charge card slip prior to completion of sale.
• All charges over $__________ must be called in for authorization.
• Check and circle the expiration date.

Charge accounts are at the discretion of each marketing coordinator.  Acceptance of debit cards is also
discretionary.  Each coordinator will weigh the benefits of the charge plans to their specific operation.

Policy #5 – Pricing
The school store is able to price merchandise at a lower profit margin than stores in the community due to our lower
cost structure for operations.  Marketing instructors should be sensitive about their pricing strategy—maintaining a
price structure that is both competitive to common retail prices as well as beneficial to customers on your campus.
The goal is to have a fair pricing structure that also allows us to make a reasonable profit.  These profits will fund
all of the DECA-related activities that students participate in throughout the year.  Our gross profit margin goal will
be forty percent (40%) in the food department; thirty percent (30%) in gifts; and ten percent (10%) in music-related
items.    The manager must approve markdowns.  Markdowns must be recorded on a price change slip and recorded
in the daily sales report.  The accountant will make the necessary adjustments on the daily revenue report and advise
the marketing coordinator and store manager of these activities.

Policy #6 – Layaway Sales
You may or may not want to have a layaway policy.  If you decide to make layaways available, the following
procedure is recommended:
• On a regular sales slip, record the amount of the layaway deposit and the amount due.
• Use a “layaway stamp” and stamp the sales slip.
• Complete the layaway tag completely.  The bottom portion is the customer’s receipt.  The middle portion is

attached to the original salescheck.  The top portion (with string attached) is placed with the merchandise.
• Inform the customer of your layaway policies:

• At least 10% of sale price for the deposit.
• Place the merchandise in a bag with the top portion of the layaway tag attached.

• Place merchandise in the stockroom on a layaway shelf.
• Must be paid for and picked up in 30 days.
• Items not paid for in 30 days, will be forfeited and returned to the store for resale.

• We will make every attempt to contact customer prior to forfeiture of items.

Policy #7 – Approvals
To secure approval on all check cashing, void, refunds, overrings, employee discounts, etc., contact the store
manager or store supervisor.

Policy #8 – Refund Policy
Our policy at the _______________________(store name) is one of satisfaction guaranteed on all of our sales.  If
our merchandise is damaged or defective, the customer can request an even exchange, refund or refund with
additional purchase.  The store manager must be involved with the cashier/salesperson in these transactions.  All
returned or exchanged merchandise must have the original sales receipt/check to verify that the merchandise was
purchased at our store. (No refund will be given without the store manager/supervisor approval.)  All merchandise
that is sold as a clearance item will not be eligible for a refund.

Policy #9 – Short Change Complaints
When a customer suggests that a cashier/salesperson or employee of the store has shortchanged them, the store
manager/supervisor will manage the request.  The store manager/supervisor will take the name, address, phone
number, and other pertinent information pertaining to the situation.  The customer will be informed that the regular
procedure is to investigate the matter by checking the sales receipts and register tapes prior to issuing the refund.  If
the request is for a small denomination on the spot sale as .05 cents to .95 cents, the store manager/supervisor has
the authority to issue the refund at the time of the request.

Policy #10 – Overrings and Voids
If a cashier has an overring/void, the store manager/supervisor must be contacted immediately.  The overring or void
slip/paperwork must be placed in the register under the cash drawer.
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Policy #11 – Store Hours and Employee Work Schedule
The store will be open following the time schedule posted.  Actual work assignments are at the discretion of the
store supervisor (coordinator) and are posted by the store manager.  Every employee is expected to know his or her
next day’s work schedule.  Work assignments will rotate to give every employee the broadest opportunity for
training experiences.   The store operation hours will be established according to the school’s schedule.

Under no circumstances, unless approved by the store supervisor (coordinator) will anyone be allowed in the store
facility.

Policy #12 – Accidents
Here are a few basic safety suggestions which, if followed, will help to minimize and/or eliminate accidents:
• Lift heavy objects by bending at the knees, keeping your back straight and lifting.  Ask for help if the object

appears to be too large and heavy.
• Horseplay has been recognized as the greatest single cause of employee injury.
• Cleanliness—make sure objects as glass dividers, razor blades, sharp objects, etc. are not left on merchandise

counters or floors.  Keep stock in secured area.

Please contact the store manager/supervisor immediately if an accident should occur.

Policy #13 – Store Maintenance
An element of operations that is often overlooked, even by major retailers is that of regularly scheduled
maintenance.  All merchandise should be cleaned and dusted on a regular basis.  The floors should be vacuumed and
mopped on a scheduled basis.  The cash register should be covered when not in use.  This schedule should be
rotated so the same students are not assigned the same jobs all the time.

Policy #14 – Telephone Procedure
The store number is _________________________________.

Many times the phone will ring while the store supervisor is not in the immediate area.  As an employee, you must
regard every caller as important.

Some tips to follow if you answer the phone:
• Answer the phone as soon as possible-no more than three rings, if possible.
• Answer the call, using the store name and being courteous.  An example would be “Good Morning, The

Hornet’s Nest, Angela speaking, may I help you?”
• If you need to find the person the call is for, do not shout their name across the store, in front of your

customers.  Either find some help to assist you or excuse yourself momentarily from your area of
responsibility.  If either is not possible, take a message and inform the person that the note will be delivered.  

During working hours, only calls related to business will be accepted.  All personal calls are not authorized.

When placing a call please follow these procedures:
• If it is an important call, place the call yourself.
• Plan your calls.  Have all of your information ready prior to using the phone.
• Know your school number, address, fax number, etc.
• Have paper, pen, and pencil ready.  Always identify yourself, talk distinctly, and speak into the receiver.

Remember that:
• You are creating an image for your school/program.
• Say “thank you” at all times when completing a conversation.
• When taking a message, have all pertinent information so it is easy to call the person back.

Policy #15 – Complaints
If a customer complains or is greatly dissatisfied, do not argue with him/her.  Remember that the customer is
always right, until proven otherwise.  Be a good listener, be considerate, and refer to the store manager or
supervisor.  A recommendation would be to respond to the customer: “One moment, please.  I am sure Mr./Ms.
________________ will be able to assist you with your concern."

Complaints are normal to any business, but an employee’s attitude and good manners will keep them to a
minimum.  A repeat customer is our most valued customer.
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Policy #16 – Public Relations Policies
Lost and Found—any items found in our store operations that do not belong to one of our staff and/or employees
will be kept in a lost and found storage area.  Items that may be of significant importance such as jewelry, wallets,
credit cards, etc. will be given to the store supervisor/instructor for immediate investigation and return to its’
rightful owner.

When customers leave their change behind, address accordingly:
• Identify customer’s name, if known.
• Record the date and time change was found.
• Give the change to the store manager/supervisor prior to leaving your shift.

Policy #17 – Checking Employee Belongings
While you are working in the store, as an employee, you should leave your books, purse, and packages of
merchandise in the workroom that is adjacent to the store.  There is a coat rack provided for you in the workroom
and it is expected you will utilize it or your locker.  Do not wear jackets or coats while on the sales floor.

Policy # 18 – Name Badges, Buttons and Aprons
• Name badges or buttons help create a friendly atmosphere.  Customers feel more at ease if they are able to

identify employees by their specific name.
• Every employee will be issued a name badge/button that will be worn at all times while you are on your work

shift.
• Any lost ID badge or button will cost $___________ dollars to replace.
• If you choose an apron as a uniform, color coordinate the apron with the school store colors.  This will add to

the professional look.

Policy #19 – Personal Behavior Code
Here are a few general conduct rules actually practiced in business and is expected of you while you are working in
the school store:
• Food and beverage are not to be consumed by employees while on a work shift.
• Gum chewing is not allowed during your work shift.
• Personal business is to be conducted prior to or after your work shift.  Schoolwork is not appropriate while you

are working.
• Information regarding any of our sales and costs of operation is to be kept confidential.
• Maintain a businesslike behavior and attitude during your work shift.  Any activity identified as horseplay or

behavior that is considered unprofessional will not be tolerated.
• Do not enter the working area until your work shift hour.
• Any notices or messages posted to the bulletin board must be coordinated with the store manager and/or store

supervisor.
• Keep yourself busy and productive during slow times.  Ask your store manager if there are other duties or

chores that can be performed.  Look for routine tasks that can be done and do it without being asked.  This is
considered one of the most important traits of a valued employee.   Our most successful students have been
those that look for opportunities to contribute rather than wait to be told.

• Loyalty to your school store operations and employer/employee relations is of critical importance to all of our
success.  Each of us will subscribe to a code of ethics and be accountable to each other for our actions. We need
100% cooperation if we are to achieve our goals.

Policy # 20 —Missing Class or Leaving the Building for Store-Related Business
Occasionally, as with other club or class activities, it is necessary for the students to be sent on errands related to
the school store operations.  Sometimes it is necessary to keep students in the store, thereby causing them to miss
class.

It is the administration and store policy that students will not miss their class or be off-campus without prior
written approval of the coordinator.  The coordinator will follow all rules and regulations of the school that pertains
to managing students accordingly.

Policy #21 —Absence and Tardiness
All business organizations succeed or fail depending upon the quality of the organization personnel and the degree
of “teamwork” they display.  When one member of the team is away from the job, everyone else must adjust and
adapt accordingly.  If we plan and organize our operations well, the adjustment will be easy and the impact on our
operations will be minimal.   However, if students establish patterns of absenteeism and tardiness on a consistent
basis, it puts an unfair amount of workload on everyone else.
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Inform your manager or supervisor as early as possible about your absences.  If you have an emergency that prevents
you from being in class or making your work shift, use the phone tree established for such occasions.  The more
informed all of us are will help us to make better decisions for our program.  All recorded absences and tardiness
will be recorded and managed according to the policies established by the school, as well as policies established for
the school store operations.

Policy #22 —Dress and Appearance
Since the store is a place of business, employees (students) are reminded to dress according to our dress code for
work.  An employee’s appearance will have a positive impact on our customers if we dress according to our
guidelines established.

Cleanliness is your own personal responsibility.  Take pride in being well-groomed.  Since our business demands a
lot of face-to-face contact, good personal hygiene and habits will go a long ways to establishing positive relations
with our customers and staff. Students that are not properly dressed and groomed for work may be relieved of their
duties for that specific shift.

Policy #23 —Grounds for Dismissal from the Program
• Conduct that is not consistent with the established code of conduct policies.
• Evidence and conviction of dishonesty.
• Committing or attempting to commit deliberate damage to the store/class property.
• Excessive absences or tardiness.  Guidelines established by school and program.
• Insubordination.
• Negligence in performing duties assigned.
• Granting privileges without proper authorization.

Policy #24 —Student/Employee Performance and Proficiency
• The store supervisor, store manager, or store personnel manager, may, at any time, write a written

documentation addressing employee behavior.  Reports must be written and filed anytime a policy has been
broken.

• Employee evaluations are to be completed every two weeks by the store manager and supervisor.
• Your store grade will be added to your class grade to determine your final grade for the semester and year.
• All students will receive a letter grade.  There is no pass/fail grade in this program.
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