Sports and Leisure Services
GROUP HANDBOOK

Georgia Tech
Grant Reed, General Manager cell: 404-391-1731
Adam Wesolowski, Concessions Operations Manager cell:  678-794-7867
Janet Tenny, Administrator cell:  678-438-2301

Phone:  (404) 385-0346
Fax:  (404) 385-0528
Thank you for your interest in Sodexho Services' fund-raising opportunities for non-profit groups.  Sodexho Services is contracted for concessions and catering operations for Georgia Tech.  Our goal is to achieve a win-win partnership, by providing your group with a consistent, ongoing fund-raiser, and Sodexho Services with a consistent labor force.  We are looking forward to working with you and your group.

We believe that people are our most important-asset.  In the long run, the one competitive advantage our food service operation can hold over others is our people.  The purpose of this guide is to introduce you to our operations and policies and it is important you read and understand all of the information.  Please study it and refer to it often.

All groups are required to attend pre-season training sessions in the summer, (days and times are flexible - evenings and weekends are fine) on-site at GA Tech.  Game schedule updates are available at www.ramblinwreck.com and www.GeorgiaTechConcessions.com
The basis for our joint venture is that our management will provide the facilities, equipment, product, supplies, uniforms, and change fund.  Your non-profit group will supply the adequate number of qualified people for each and every event scheduled.  These people will appear ready to assume their assignments precisely as scheduled.  Your group will designate a stand leader, (Lead), for each location.  The group, as a partner in this joint venture, will supply sufficient people to staff the preparation, stocking, serving/cashiering, restock, and leadership functions.  The workers must be of legal working age.

The group leader from each location will work closely with the area supervisor, (a Sodexho employee), whose primary purpose is to facilitate and support the group's activities.

GEORGIA TECH/SODEXHO SERVICES NON-PROFIT GROUP INFORMATION

GROUP COMMISSIONS

All Shortages, (negative differences between inventory sold as shown by total inventory received and ending inventory on stand sheet and cash turned in) are deducted from the group's commissions.  Checks are sent directly to our office and can be picked up in the cash room at the next event or mailed out to the group address on file.  When there is more than one event in the same month, all of the events for that month will be included in the one check for that month.
ARRIVAL & CLOSING PROCEDURES

When arriving to work, proceed to the Sodexho employee tunnel (rollup gate between gates 5&6) at Bobby Dodd Stadium and check in. After checking in at the tunnel and receiving your wrist band, have a designated group Lead go to the Cash Room (with his/her ID) to receive your stand's bank.  Count the bank and verify the starting balance, leave your ID in the office.  Each stack of bills should be counted individually.  Rolls of coins are not undone.  Pick-up clipboard with stand sheet, cash sheets, etc.  Proceed to Stand.
WHEN YOU FIRST ARRIVE AT YOUR STAND:

Each item listed on your stand sheet has to be checked in:  Count all boxes, all loose items, every candy bar, etc.  Record your counts on the form provided.  If there are any errors, call your supervisor to recount behind you and initial sheet.  Any discrepancy comes out of your commission. Cook & bun hot dogs, pop popcorn, fill cheese and chili. Set up displays. Clean all counters.  Set up cash drawers.

Open all windows 30 minutes prior to gates open.
CLOSING PROCESS

As soon as you close the stand, count and wrap all remaining money, have the Area Supervisor verify stand sheets before you take them to the Concessions Office. The stand must be cleaned and ready for the next game. Stands left unclean can result in penalties in your commissions. These fees are posted in the stand.
CUSTOMER SERVICE
Customers are the most important people in any business.  Customers are not money in the cash register; they are human beings with feelings and deserve to be treated with respect.  Customers are people who come to us with their needs and wants.  It is our job to fill them.  Customers deserve the most courteous attention we can give them.  They are the lifeblood of this and every business.  They provide our income.  Customers don't ever forget any of this, nor should we.  Excellence is our standard.  We strive to serve our customers in a professional manner. Without customer satisfaction, we fail.

Even if you are not directly serving the customer, it is important to remember the relationship each individual has in the success of customer service.  For example, the back counter support must make sure the food they produce is hot, appetizing and prepared to specifications, the beverage pourer needs to be sure that the beverages they serve are not flat, have sufficient ice, the cup is clean from all spills, etc.   Service, food and atmosphere are what people look for when choosing a place to eat.  Our customers are not our captive audience, they may choose to eat prior to an event or wait until it is over.  It is up to each of us to assure that each customer consistently receives quality service and food.

Our policy is to do whatever is necessary and appropriate to resolve a customer complaint.  When confronted with a problem, each group member is empowered to take whatever steps necessary, up to and including a refund and/or product replacement.  After resolving the problem with the customer, bring the matter to your group leader's attention so steps can be taken to make sure the problem is not repeated.

OPERATIONS

Production Levels

Supervisors (Sodexho employee) will give you guidance as to what levels of product you should prepare.  It is your group's responsibility to insure that enough products are available for sale, and to limit over-produced product to minimal levels.

Product Transfers/Additions

Product transfers are handled by supervisors or group lead.  It is essential that your stand inventory is monitored to insure you do not run out of any item.  Be sure that you are not hoarding excessive product in your location.  Keeping excessive amounts of these items will force other locations to run out.  Transfer sheets should be filled out-and signed only your group lead.  You keep a copy with your stand sheet and the other copy goes to Sodexho personnel and the final copy goes to the area supervisor.

Money Drops/Deposits

Banks should be picked up and verified at the office at check in time.  Initial bank sheet to verify money picked up. Leave your ID.
There will be two money pick-ups during the game.  The first is after kick-off and the second is after half-time.  For the first pick-up, the 1st Drop Sheet (pink) should be filled out and placed in the bag along with $100, $50, $20, and extra $10 bills. Please keep the copy of the drop sheet for your records and return the original with the cash in the drop bag.  The second pick-up should be done in the same manner, only you should fill out the 2nd Drop Sheet (blue).  ALL cash must be verified by the area supervisor prior to being placed into drop bag. Turn money into Sodexho personnel who will be escorted by security.  Document cash turned in to office on the removable flap on the money bag. DO NOT REMOVE THIS FLAP.
· Never count money on the front counter.

· Always conceal your money in a money bag.

· Carry your money bags in a duffel bag or backpack to stand and back to the Concessions Office.

Change Runs

Group leaders will furnish front counter workers with change. If total stand change fund is used up, the group leader should proceed to the Cash Office in order to receive change.  Sodexho employees are not allowed to get change for groups. Change is like stock, never hoard it or someone else who needs it will lose sales.

BEFORE GAME DAY

By noon, three (3) days before each event we need a list of your workers. Names can be dropped and/or added to list right up to check in just so long as the required numbers listed below are achieved.  Alphabetized lists can be emailed (JLTenny.Sodexho@gmail.com) or faxed (404-385-0528).
Group leaders and early workers should arrive four (4) hours before kick-off, and begin cooking hotdogs and popcorn, and begin setting up the stand.  Upon arrival the group leader also needs to verify opening inventory.  All others should arrive three (3) hours before kick-off.  Gates open one and a half (1 1/2) hours before kick-off.

PRODUCTION

All hot dogs will be prepared on roller grills.  Start production as soon as early crew arrives.  Sodexho requires that temperatures be taken every two hours.  

Popcorn should be popped prior to gates being opened, and cupped.  You must watch the amount of popcorn you have available and pop new popcorn when necessary. (You should never let the popcorn burn!!!!)

No coffee is available during warm weather games.  

Display Inventory - cups, mugs, peanuts, etc. This includes Yearbooks, Megaphones & Souvenir Mugs.
You should display your stock on top middle counter for the customers to see our selection.  Remember visuals make an impact on concession sales.  Stands are equipped with menu boards (inside and outside of stand) for pricing.

Cheese and Chili - fill souffle cups, lid and place in pretzel warmer. 
Bottled Water - ice down in Coke bins

Ice - ice is delivered before events and filled in stands and ice bins outside of stands on concourse.  When necessary have runner get more ice from bins.  Remember to be stocked with ice before half-time.

STAND ASSIGNMENTS

Stands should be properly staffed with group leader(s), cashiers, food production/beverage dispensers, and runner(s).

Front Counter

The cashier is the customer's first impression of our concession's operation.  Therefore, it is important that they be friendly and courteous.  During the event you need to keep the counters clean and your station stocked.  Cashiers should always be smiling and facing forward in their positions, and unless otherwise instructed all cashiers should stay at their position. They are not to leave the cash drawer un-attended. When a customer places their order, tell them the total first so they can fill the order.  When a customer pays you, place the bill or bills on the top of the cash drawer, count back to customer the proper change and then place the bills in the drawer.  Never tell a customer we are out of an item before double checking - it's usually in the stand. 

Each customer should be served in the following manner;

Greet the customer as they approach the stand. ("Hi, may I help you?" or other appropriate greeting.)

Listen to the order.  When possible suggest an accompaniment to their order. ("Would you, like some fresh popcorn with your drinks?" or "May I get you a hot dog tonight?", "How about a Coke to go with your popcorn?")

Always assume the customer wants the regular size if they do not specify during peak selling time.  During non peak periods try to up sale customers to large items and add-ons such as candy and peanuts.

If there are lines in front of other cashiers in the stand don't be afraid to call out ("May I help someone over here?")

Back Counter

After the inventory has been verified, stocks beverage stations with cups and mugs.  Fills production quotas, makes beverages, and places items on middle counter to fill customer’s orders.  Remember to use an ice scoop to fill the cup with ice, not the cup itself.  Ice scoops must always have the handles up, not touching the ice when not in use.

The coliseum is equipped with drinking fountains.  Due to our inventory system and concerns over speed of service, if someone would like to purchase a cup of ice or ice water it will cost the same as a soft drink.

We do not ever re-fill cups with ice, water, or anything else.  This is strictly against health code.
Runner

The runner assists both back and front counter people to expedite orders - refills ice bins, cleans and maintains condiment tables, picks up reorders from main storeroom if needed.  One runner should be assigned to the condiment table to see that it is cleaned and replenished at all times.

Condiments

The condiment tables will be set up by Sodexho personnel.  It is the responsibility of each stand to keep a check on their condiment table periodically.  Clean off counter top, throw away any trash and if the condiments are low, refill from stock in the stand.  If additional condiments are needed and not in your stand, notify your supervisor to have them restocked.

UNIFORMS

All workers are required to wear uniforms.  The uniform consists of shirt, pants, hat and apron.  Shirts - can be a shirt that represents the group (all must be matching and pre-approved) or supplied by Sodexho. Hats are a hair-restraint which is a requirement of the Health Department and a standard part of your uniform to be worn by all personnel in the stand.  You may wear black or kaki pants/shorts.  Keep in mind that you will be on your feet for a long time so wear appropriate shoes, they must be closed toed and closed heal. DO NOT WEAR ANY CLOTHING THAT SUPORTS ANY OTHER TEAM THAN GA TECH!
STAND SAFETY-FOOD SAFETY
Stand and food safety are very important to everyone. Please refer to the Food Safety handbook.
CLOSING PROCEDURES

Pre-Closing

You may begin pre-closing your stand after the Third Quarter for Football unless it looks like overtime.  This may include:

· Consolidating lines to two or three lines of service.

· Condensing inventory.

· Anything else that can be done to assist in the final closing procedures, without jeopardizing continued sales.

Closing

A Sodexho representative will inform you when you may close your stand.  Should you still have product to sell that would otherwise be recorded as overproduced, you should stay open until it is sold.  DO NOT CLOSE YOUR STAND UNLESS A SODEXHO REPRESENTATIVE HAS GIVEN YOUR LOCATION APPROVAL. The remaining inventory must now be consolidated and counted.  It is necessary for the stand leader and the area supervisor to count all counts for inventory, credits, and over-production.  Do not dispose of any product without Sodexho Supervisor approval.

Clean-Up

The stands should be cleaned.  This means putting all inventory items back in the storage area, cleaning up all papers behind the counters and placing them and empty boxes out in front of the stands to be picked up later, sweeping out stand, etc.  Make sure you unplug all non-refrigeration equipment in stands. Area Supervisor will excuse employees to leave after their inspection of preparation and work area clean-up.  

RULES

An aggressive group that follows this outline and the directives of management will be successful, and its earnings will be beyond satisfactory. Earnings and/or the group’s entitlement to participate can be jeopardized, however, if the following rules are broken.

· NO smoking inside the stands.

· NO eating or chewing gum in public view.

· NO use of drugs or alcohol before or during work hours or on premises.

· Uniforms must be worn by all in public. This does include hats. Everyone involved in preparing or serving food must present a clean, attractive appearance.

· Hands must be washed every time before handling food, especially after using the restroom.

· If you have a cold or cough, or if you are sneezing, stay away from food.

· NO refilling of cups with beverages or ice.

· Abusive language toward customers, fellow workers or supervisors will not be tolerated.

· NO stealing.

· NO fighting.

· Falsification of records will result in dismissal of the entire group.

· YOU MUST HAVE FUN!
· NO SOLISITATION OF TIPS OF ANY KID.
Taking money, product, supplies, or any property belonging to Sodexho or fellow employees is cause for immediate dismissal and possible prosecution.

It is important that you appear for work according to the published schedule. In an emergency, let us know as soon as possible, so we may find a replacement. On the day of the event, every minute counts—so please be on time!

Stand workers must be over the state minimum age 16. They must be in uniform and neat and clean in appearance.

The purpose of this position is to provide the means of preparing, displaying, and serving food, and the collecting of money from the sale of product.

STAND LEADERS

The purpose of this position is to provide a leader for the people working in the stand. Leaders should be knowledgeable concerning the menu, pricing, inventory needs, production methods, and cashiering/serving responsibilities. They must be informed as to the service principles involved. They should know their people so they can assign the right person to the proper task. They should be certified food handlers and know the proper handling of hot and cold foods. Stand leaders report one (1) hour before the stand workers. During this time, leaders check in and receive their change funds, stand reports, and other communications from the manager. When they get to their stand, they should immediately check out equipment to be sure that everything is turned on and working. Then they, along with their area supervisor, verify the starting inventory.
When the workers appear for work, the stand leader assigns them to food production and food display positions. Thirty minutes before customers enter the premises, windows must be open and cashiers/servers in their positions. During the event, the stand leader observes food production, keeping the level at the pace of sales. The stand leader should observe each cashier/server to be sure expedient service is rendered. 

At the end of event, the leader assigns tasks to close the stand. Begin the cleanup of the production areas and the assembly of product and supplies for proper inventorying. The money must be secured and processed according to the written procedures. When the event is over, trash is set outside of the stand, counters and equipment are cleaned, and floors swept. All damages and overproduction must be observed by the area supervisor and disposed of according to procedures. The stand leader checks to see that all equipment is turned off and that food is properly stored. Before leaving the area, lights are turned off and the windows and doors are secured.

The area supervisor observes the people in the stand to be sure they conform to the requirements of their position, that they are of the proper age, in uniform, and not smoking or eating in the stand.

Area supervisors are to authorize any requisitions required from the warehouse.

Area supervisors are to verify cash drops from their stands before pick up by security.

