Putnam Parent Group
Food For Funds Program

Volunteering at the Moda Center
Board Members:
Debi Boltz – Training & Membership

Jackie Lightner – Treasurer

Julie Wood - Scheduling
Website:
http://www.leaguelineup.com/welcome.asp?url=rp-parent
What is the Adopt-A-Stand Program? 

The adopt-a-stand program allows groups to “adopt” a permanent location for either Winter Hawk or Blazer games, in addition to staffing other events. This means that they commit to staffing the “adopted” location for ALL Blazer or Winter Hawk home games for the team’s season. The team schedules are published at the beginning of each season and allow groups to plan further out than the next month. Groups that adopt locations have the advantage of staffing the same location, which builds familiarity, ease and usually results in increased sales. 
How Funds are earned
Not-for-profit groups are paid a percentage of the sales in their concession location. The OLCC has stipulated that groups cannot be compensated a percentage on alcohol sales. Earned compensation is calculated from gross sales less any fees or deductions, and multiplied by the percentage unless a flat fee amount is applicable.

The compensation schedule is as follows:

12% of sales* for Blazer games; 
16% of sales* for all events at the Memorial Coliseum;
15% of sales* for all other non-Blazer events at the Moda Center 
Earned compensation is calculated from gross food sales, multiplied by the commission percentage (less any fees or deductions).

Groups will be paid the above specified percentage of sales in permanent concession stands or a minimum of $50 per volunteer, WHICHEVER AMOUNT IS GREATER.
The following adjustments may be deducted from the group’s compensation for policy or contractual violations:

· Any violation of Ovations policies, rules and regulations may result in a punitive deduction. The amount of the deduction will be determined at Ovations’ sole discretion based upon the type and severity of the violation.

· Any cash to inventory shortages greater than 1% will be deducted from earnings prior to payment to the group.

· Any fines or penalties issued or levied by any regulatory agencies resulting from violations of procedures, policies, rules or laws by a volunteer will be deducted from earnings.

· Any damage to equipment or property caused by a volunteer will be repaired or replaced, as necessary at Ovations’ discretion, and the cost of such repair or replacement will be deducted from earnings.

· All “promotional couponing” will be compensated at $1.00 each coupon. “Survey coupons” are not compensated.

Jackie is responsible for the posting of all payments. The group uses Quicken to keep track of individual funds. Payments are received approximately 4 weeks after an event. Because of the additional time commitment the first $15.00 is subtracted for the Stand Lead, and $5.00 for the Assistant Stand Lead. The remainder of the payout is split evenly between the event volunteers. The compensation will be posted to the group website.
Responsible Volunteer Tips:
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Teamwork:

Teamwork is a very important part of a successful volunteer’s experience at the Rose Quarter. Teamwork also enables volunteers to meet and exceed the expectations of our guests.

Grievances:

LEVY RESTAURANTS expects that people will experience challenges from time to time and wants to ensure that they are resolved quickly. If you have a problem or a complaint during an event, you should first discuss it with your Stand Leader or an LEVY RESTAURANTS Manager DURING THE EVENT. 
Harassment and Discrimination Policy:

Harassment and discrimination is prohibited at the Rose Quarter. At no time should a volunteer harass or discriminate against another employee, volunteer or guest based on sex, race, religion, disability or any other reason protected by local, state or federal law. All intentional or unintentional harassment or discrimination will be viewed as a serious violation of the company policy.


Let’s Communicate:

We have event comment sheets attached to the clipboard for each location. Your success and satisfaction with staffing events is very important to us. Please take the time to express your concerns, questions or comments regarding your experience with us at each event. Our partnership with your group is invaluable and we welcome your input and suggestions. Concessions management will review the event comment sheet after every event; please make comments on this form only. Indicate on the form if you require a response to your comment.
Work Requirements

Debi handles all of the validation of work requirements prior to working your first event.
Food Handler Card

A Food Handlers card is required. An Oregon Food Handler’s card may be obtained via the Internet. The Internet addresses are listed below. The cost of the card is $10 and it is good for 3 years. Once you obtain your card, please provide a copy a board member.

Alcohol Service – OLCC Service Permit

During Blazers, Winter Hawks, and other sporting events and most concerts (including rodeos, monster-truck events, and bull-riding) beer is sold out of the permanent concession stands. ALL volunteers 18 and older working these events MUST have a valid OLCC Alcohol Server’s Permit. NO EXCEPTIONS.
16 and 17-year old young adults may work as cook helpers at any event and can work as cashiers at events during which alcohol is not served out of the concession stands There are plenty of opportunities for minor volunteers to participate in the program.

Since the majority of our events sell beer out of the stands, ALL groups must be in compliance with OLCC regulations. ALL group members 18 and older participating in the Food For Funds program must be able to serve beer. 

In order to receive your OLCC Service Permit, you must:

· Take the online OLCC class;

· Earn a passing test score;

· Complete and submit a Service Permit Application.
Additionally a online LEVY RESTAURANTS Alcohol Service course is required.
Attire
· Black pants or slacks, full length (NO Denim, Jeans or other dark colors will be acceptable)

· Casual black slip resistant shoes (no white stripes, logos, etc.), either the slip on or lace-up style.  No open toe/heel shoes. 
· Matching Putnam baseball cap 

· Levy supplies a shirt at check-in 

Pants: 

· All pants must be dark, black SLACKS worn at the waist and appropriately sized (gray or blue slacks are not acceptable). NO Denim or Jeans. 

· Pants designed to sag below the hips extending to mid-thigh are not allowed.

· We encourage you to wear black belts with garments that require a belt. Belts are to be worn in the belt loops. No part of the belt should be hanging.

· Pants are restricted to pants or slacks that are full-length, meaning at least to the ankle; if pants are not to the ankle they will be considered shorts.

· Pant legs cannot be so long that they drag on the ground.

· Pants must be clean, pressed, and in good repair.

· Pant legs should be no wider than the length of the shoe. 

· Examples of unacceptable clothing according to this guideline include, but are not limited to, jeans, stretch pants, stirrup pants, sweatpants, athletic pants, wind pants, yoga pants or capri pants. 

Shoes:

· Shoes must be entirely BLACK, including the laces.

· Shoes must be slip resistant and not present a safety or health hazard. NO white stripes, logos or other colored markings on shoes, they must be completely black. Closed toed/heel rubber-soled shoes are required. Athletic or tennis shoes are acceptable, but must be completely black.

· Sandals and other open-toed or open-heel shoes are unsafe and are not permitted. 

group members who come to work in violation of the dress code will not be permitted to work the scheduled shift. 

Grooming Standards

Adhering to our grooming and personal cleanliness standards contribute to the morale of all employees and volunteers and are an important part of the business image we present to our guests. 

· Hair: Hair will be neat, clean, and present a groomed appearance. Long hair must be properly restrained to keep hair back and away from the face. Faddish and outrageous multicolor hair is not allowed. If dyed, hair should look natural. Glitter, feathers, beads, and barrettes are not permitted.

· Hats: Only designated group hats should be worn during your shift.

· Facial Hair: Beards, goatees, and mustaches will be short in length and be neatly trimmed and groomed. Sideburns should not extend below the bottom of the earlobe and will be neatly trimmed. In order to prevent an unclean, unshaven look, mustaches, beards, goatees, mustaches, and sideburns must be fully grown prior to employment or grown during time off or vacations.

· Fingernails: Fingernails must be neat and clean at all times. Nail polish should be a conservative shade, in good condition, and not chipped. The following are not permitted: nail art, nail jewelry, black polish, green polish, neon polish, orange polish or other extreme colors or styles.

· Cologne/Deodorant: Due to close contact with guests, coworkers and other volunteers, the use of deodorant or antiperspirant is required. The use of heavy colognes or perfumes is not acceptable. A light after-shave or perfume will be allowed.

· Make-Up: Make-up may not be extreme in nature. Make-up should be used to enhance your natural features to create a fresh, natural look. 

· Jewelry: Jewelry should be minimal to prevent a safety hazard in the work environment. Individuals are allowed to wear one earring in each earlobe. Employees may wear no more than one ring on each hand (a wedding ring set will be considered one ring). No other visible body rings are to be worn while working. No facial jewelry will be allowed, such as tongue, eyebrow, nose, chin, upper lip or lower lip piercings. Every effort should be made to cover up any visible tattoos while working. 
· Sunglasses: Sunglasses are for outside, daytime use only.

· SMILE…Be Friendly – You are part of the show and your smile is an important part of your uniform!

Chewing gum is NOT allowed!

Event Scheduling
Julie handles all of the event scheduling. Each month she works with LEVY RESTAURANTS to determine the events we will work. Our responsibility is to staff every Blazer and Winterhawks game scheduled in the Moda Center and additional events as scheduled. Initial season scheduling is completed during the annual meeting each year in August/September. Each month Julie will send out a email asking for volunteers for each additional event received. Respond to Julie as quickly as possible, as scheduling is completed based on the order of the email responses received. 
What to do If You Can’t Work the Event You Signed Up For

It is your responsibility to find a replacement if you are unable to work an event. Check the website to see if there are any alternates listed for the event. Contact the alternates to see if they are still available to work. If the alternate is not available, email the entire group asking for a replacement. An easy way to email the entire group is to respond to Julie’s scheduling email with a Reply to All. Make sure to change the subject line so everyone knows what shift you are looking to get covered. Once you have coverage, send an email to putnampg@gmail.com notifying us of the change, copy the person accepting the event coverage.

Requesting a check
The website has a form to request a check or balance. Checks need to be picked up from Jackie’s house – 17295 Timothy Way Gladstone, OR. Balances will be emailed with an account statement.

Working an event

Getting to the Rose Quarter

[image: image4.wmf]Parking at the Rose Quarter is limited, we highly recommend carpooling with other volunteers or using public transportation: it is a reliable, hassle-free and easily accessible way to get here. The next few pages contain directions to the Rose Quarter, as well as public transportation and parking information to help make getting to the Rose Quarter a little easier. However, if you do choose to drive, please allow plenty of time for heavy traffic, on-going construction in the surrounding area, inclement weather and parking.
Putnam Parent Group volunteers meet in the Key Bank parking lot at Oak Grove Blvd and McLoughlin. Please be conscious of the bank customers and park in the very back of the lot. If the event is a day time event, every effort should be made to park on the street leaving the parking lot spaces available for bank customers.
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DIRECTIONS TO THE ROSE QUARTER

Parking

Parking is FREE in the approved lots. This is a privilege and should be reserved for volunteers staffing events ONLY. Parking at the Rose Quarter is limited; free parking is available on a first come, first serve basis. There are two areas where free parking is available for events: the offsite lot is the Center Aegean lot located at Larabee and Interstate Avenue and the onsite lot is located in the One Center Court & Restaurant Garage (Annex Garage). Volunteers need to check the parking hotline at 503.797.9831 for an update of available parking for each event. Free parking for ALL Blazers games and sold out concerts will be available at the offsite lots or as determined on the parking hotline.
Parking Passes: A parking pass will be issued. This pass will work in both the on-site and the offsite parking lot with your Rose Quarter ID. If you need to a replacement parking pass/Rose Quarter ID, please contact a board member. 

Center Aegean Lot – FREE Offsite Parking Lot: 
The Center Aegean parking lot is located on Larabee and Interstate Avenue, one block south of the Rose Quarter. Entrance to the parking is located off Larabee (see map). The parking lot is only available during Blazers home games or when notified in advance for other major Rose Quarter events. The parking pass must be displayed on the driver’s side of your dashboard. If you forget your pass, you will not be allowed to use this parking lot The parking privilege does not apply to non-working volunteers. Travel back and forth to the Rose Quarter from this location is limited to walking only.

One Center Court & Restaurant Garage – On-site Parking

Free on-site parking at the Rose Quarter for event staff is located at the One Center Court & Restaurant Garage (also known as the Annex Garage). Group members will need to show their parking pass and Rose Quarter ID badge to obtain access to this parking. OLCC cards and hats are not accepted for free parking. If you do not have an ID badge, you may have to pay for parking. Directions to the One Center Court and Restaurant Garage are listed below. 
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Rose Quarter Facility ID Badge. If you forget your pass, you will not be allowed to park in any of the on-site
spaces. Your pass must be displayed on the driver’s side of your dash board. Please note that employees are
asked to park inside the Garden Garage for certain events (Please check the parking hotline)
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Annex Lot - This parking structure is accessible from Interstate Ave onto Drexler Drive. You can park in the
outside lot or inside the garage itself.
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Storing Your Personal Belongings

Men’s and women’s locker rooms are provided at the Moda Center and Memorial Coliseum for use during your shift. Volunteers and employees must store all personal belongings prior to checking in for their shift or reporting to their assigned location. Personal items such as purses, coats, hats, gloves, cell phones, books, food or beverages from outside the Moda Center, etc. are not allowed in the Concession or Catering locations. You may also want to consider sharing a locker with one of your group’s volunteers.  
We suggest you use a small “fanny pack” to carry personal items, keys, the combination to your locker, etc. Fanny packs must be kept on your person at all times while working. Fanny packs cannot be placed on a shelf or left on a counter per Oregon Health Code Regulations.
Lockers at the Moda Center are located at the check-in area on the event level. Additional lockers are available for use at busy events immediately outside the check-in area near the elevator on the event level. Lockers at the Memorial Coliseum are available inside the Ovations Commissary. Lockers are available for EVENT USE ONLY. PLEASE DO NOT store items in the lockers overnight. 

How and Where to Check-In for Your Volunteer Shift
Employee (and volunteer) entrances are located at the Moda Center and Memorial Coliseum for all scheduled event staff. As a volunteer, you should ONLY enter the building if you are scheduled to work or a ticketed guest. If you are NOT scheduled to volunteer, DO NOT enter the building through the employee entrances. If you have a ticket to attend an event you must enter the building through the guest entrances ONLY.

Moda Center:

Volunteers arriving for their scheduled event at the Moda Center enter through the Employee Entrance located on the P1 (Parking One) level of the Garden Garage. 

Once you have shown your ID badge to the security guard and entered the building, proceed through the locker room. Store all of your personal items in the locker room and proceed, work ready, to the check-in table located near the employee entrance. A member of the HR staff will be sitting at a long table to check your OLCC and tell you where to report for the event. DO NOT GO TO YOUR LOCATION WITHOUT CHECKING IN AT THE CHECK-IN TABLE. Failure to check-in may result in a $50 deduction for your group and other disciplinary action deemed necessary by Levy.

Memorial Coliseum:

Volunteers arriving for their scheduled event at the Memorial Coliseum enter the building through the employee entrance located off of Drexler Drive (driveway closest to the Moda Center). Once you have swiped your ID badge you’ll need to go to the LEVY RESTAURANTS check-in area. One of the check-in staff will tell you where to report to work and give you directions to your location. Volunteers scheduled for shifts in the Memorial Coliseum need to clock-in/out, check-in and store their personal belongings at the check-in area in the Memorial Coliseum. 

Once you have swiped your badge proceed to the LEVY RESTAURANTS Commissary & locker/laundry area located down the hall to the left, past the employee entrance. Store all of your personal items in the locker area. Shirts are hanging in the locker/laundry area. Once ready, proceed, to the check-in table/office located near the entrance to the commissary. A member of the Concessions Management Team or HR staff will be sitting at the table to check your OLCC permit and tell you where to report for the event. DO NOT GO TO YOUR LOCATION WITHOUT CHECKING IN AT THE CHECK-IN TABLE. Failure to check-in may result in a $50 deduction for your group and other disciplinary action deemed necessary. 

How to Check-In/Out of the Facility with Your ID Badge
A computerized check-in and out system is used at the Rose Quarter called TMSS (Time Management and Scheduling System). Group members are required to have their ID badge with them at all times while staffing events at the Rose Quarter. TMSS is intended as a means to provide better security as well as accurately assess the number of people on-site in the event of an emergency. Group members are required to check-in on the TMSS system to get into the Rose Quarter facilities. You will also need to check out on the system when you are leaving at the end of the event. 

*** All NFP volunteers are required to swipe their badge IN and OUT when they work at the Rose Quarter. 
Survival Tips for Events in the Memorial Coliseum:
The Memorial Coliseum was built in 1960 as a war memorial to veterans and was the original home of the Blazers. Working in the Memorial Coliseum differs from working in the Moda Center in several ways:  
· The MC does not have computerized points of sale. Sales are handled manually. You will have to add up orders with “cheat sheets” provided by LEVY RESTAURANTS and count cash yourself. 
· Due to the manual points-of-sale we recommend that you bring your own calculator (if you have one) and pen/pencil.

Exiting the Facility at the End of the Event:
At the end of the event, return any items issued to you for the event to their appropriate location. Remove any personal belongings stored in the lockers, then go directly to a check-in/out station. After you have checked out for the event you must exit the building. Exit through the doors that you entered the building at the beginning of the event. 

Evacuation Plan:
Evacuation Plans are located on the inside of the doors to each Concession stand at the Moda Center. If you are unsure about the evacuation plan for your location contact an LEVY RESTAURANTS supervisor or the HR department prior to the event. 

Restricted Areas:

The Rose Quarter hosts many events where high profile artists, performers (includes animals), athletes and celebrities are in attendance. It is very important, due to the nature of our business, that the privacy and belongings of these individuals or groups are respected. During concerts and other performances restricted areas will be set up to ensure that the privacy needs of these guests are met. During basketball, hockey or any other sports game locker room areas will be reserved for the athletes, coaches, trainers and other designated essential staff. Most of these areas will be marked. You should not go anywhere in the facilities other than your specific work area without specific permission. The backstage, box office, count room, dressing rooms, arena bowl - which includes the vomitory or hallway leading to the arena bowl - (except beer vendors) and engineering areas are restricted areas for Not-for-profit group members. The restricted areas include any items, memorabilia or belongings of the artists, athletes, performers or celebrities. 

DO NOT ASK ATHLETES, ARTISTS, PERFORMERS OR ANY OTHER CELEBRITY FOR PICTURES, AUTOGRAPHS OR MEMORABILIA.

How to Find Your Work Location  
Moda Center:
The Moda Center is divided into various levels: the Event level, 100 level (2nd floor), 200/Lexus Club level (3rd floor), Suite level (4th floor), and 300 level (5th floor). The entries on the 100 level begin with A (Entry A25) and entries on the 200/Lexus Club level begin with B (Entry B1). Suites on the Suite level are numbered from 1 to 70. The entries on the 300 level begin with C (Entry C16). Signs over the concourses show the different entries. The number of the Concession stand is located on the door of the location. 

Memorial Coliseum:

Concession locations are labeled alphabetically with the arena entrances. Catering locations are all located on the event level. The catering locations are labeled by room name on the event level concourse. Take the stairs to the 2nd floor to reach the locations on the main concourse.

What To Do When You Are at Your Location
Once you have reached your location for the event, you will need to begin a number of tasks to prepare for the event. First, review the menu items for the location and their prices. It is important to know what type of food you will be serving for the event. Second, familiarize yourself with the location’s set-up. The stand leader can assist with this process. Third, you will need to begin preparing the location for the event. The stand leader can assist you with defining necessary tasks for the location’s set-up. A designated group member will need to take responsibility for the money and verify the amount of money in the bank and begin stocking the tills (this should be designated prior to each event). 
Watching events: The bowl (inside of the arena) is restricted to ticketed guests and employees stationed in the arena. DO NOT enter the arena bowl or vomitory (hallway leading to the arena bowl) unless you are a ticketed guest.

Safety: What to do if You Are Sick or Injured

Report all workplace accidents or injuries to your Stand Leader or LEVY RESTAURANTS supervisory staff immediately, no matter how small! If you need to see a medical technician, first aid stations are located throughout the Rose Quarter. Medical technicians are on-site during events only. All injuries should be reported the same day they occur.
***If you require medical attention at one of our

First Aid Stations please inform RQ personnel that you are

a volunteer NOT an employee. Worker’s Compensation

coverage does not apply to volunteers.
First Aid Locations:

Moda Center
· 100 Level @ Entry A9

· 300 Level @ Entry C11

Memorial Coliseum

· Main Concourse level @ Entry OO

First Aid Kits: [image: image1.wmf]
· Command Center

· Concession Commissary (Moda Center & Memorial Coliseum)

· Catering Commissary (Moda Center & Memorial Coliseum)

· Concession Stands (Moda Center & Memorial Coliseum)

Where to Take Your Break
Group members are given breaks during each of the events staffed at the Rose Quarter. Break areas are provided in various locations throughout the Rose Quarter. The manager or supervisor of your area will let you know when to take your break. Breaks should only be taken in the designated areas below:

Moda Center:





· 100 Level @ Entry A25


· 200 Level A25 (B-4&B19) and C22 (B-9& B12) 

· 300 Level @ Entry C22





Memorial Coliseum:

· Main Concourse located at Entry SS


Breaks are NOT permitted in the guest areas, terraces, backstage, locker rooms or food locations.
*** If a floor supervisor or an LEVY RESTAURANTS manager calls you back to your stand, you must return to your work location even if your break has not finished.***
Where to go to Smoke
NO SMOKING - Smoking is not permitted anywhere inside the Moda Center or Memorial Coliseum. You can only smoke on your break (“smoking breaks” are NOT to be taken in addition to your regular break). There is only ONE designated smoking area for event volunteers and employees: Annex Garage, located near the Concessions Commissary in the RG or off of Drexler Drive if you are coming from the MC

Smoking is NOT permitted in the guest smoking areas, terraces or inside the buildings. 
Volunteer Meal Items and Discounts
· Volunteers are entitled to 1 free employee meal item per shift at designated Concession stands (RG only). 
· Meal items are to be taken from the location you are working in. All employees working a portable location are given an employee meal coupon at their designated stand for their shift. The coupon is color coded for each event and cannot be used after that event. The location and meal item will be written on the coupon by the location manager. 

· If you choose to have other items, such as ice cream with your meal, you may purchase these additional items at a discount of 40%.  
· You must take your meal to the break room on the level you are working, except for the club level staff working at B4, B9, B12 & B19. Staff working at B4 & B19 will need to go to Entry A-26 break room and staff working at B9 & B12 will need to go to Entry C-21 break room.
· Volunteers are allowed a 15-minute break per 4-hour shift. Please do not take your break during ingress or intermission for an event. 

· Allowable meal items are listed in each Concession stand. If you do not see an item listed, it’s not considered a meal item. Example: If you are working in the Blazermaniac Shack, you can choose one of the following items for your employee meal: Premium Hot Dog, Jumbo Cheese Burger, Garden Burger(alacarte), Chicken Sandwich (alacarte), Chicken Tenders w/fries, Fries, or Onion Rings. 
· Volunteers are entitled to use the 40% discount if they are working the event or attending the event. If you are attending the event as a guest (including using any complimentary tickets you may have received), you are entitled to use the discount, but you must show your employee/NFP badge to receive the discount. 
Closing Your Location
A LEVY RESTAURANTS supervisor will notify the stand leader to close your location. Once this is done the group will need to finish serving any guests in line, and then roll the location doors down (you can leave the door up about a foot above the counter for air). Each location has a list of tasks that need to be completed prior to leaving.. Stand leaders will assist with assigning closing tasks to the group. The designated group member responsible for the money will immediately remove all money from the till drawers and take the bank down to the vault. The remaining group members will begin cleaning and preparing the location for the next event. Some closing tasks include: moving condiment units back into the location and cleaning them (open serving containers of onions and sauerkraut are thrown out and washed and the pump units are wiped down and the spouts are wrapped in saran wrap and left on the counter in the back). None of the pump units or the butter cans for popcorn need to be refrigerated because all are non-dairy, The yo-cream toppings are covered in saran wrap and placed in the refrigerator. Sweeping and mopping the floor, emptying trash containers, cleaning counters, soda and beer stations and turning off equipment are other tasks required to clean the stand. It is important to follow the appropriate closing procedures in order to provide groups or employees working the location for the next event a clean and safe environment. A supervisor will come by to check the location and release the group for the event. Remember to return your shirts and towels to the laundry. Make sure that you exit the facility the same way you entered. 
***DO NOT LEAVE YOUR STAND UNLESS DIRECTED TO DO SO BY A FLOOR SUPERVISOR**

How To Properly Verify ID for Alcohol Service
It is absolutely imperative to take the time to thoroughly check the ID for any guest purchasing alcohol appearing to be under the age of 35. First of all, check to see if the ID is among the forms of stand-alone ID accepted at the RQ. The following are the ONLY forms of ID accepted at the Rose Quarter:

1. A valid photo drivers license from any of the 50 States, Commonwealths or Canadian Provinces showing proof of being 21 years of age or older. A Washington or Oregon license with a hole punch is INVALID;
2. Valid DMV identification card with photo, name, date of birth and physical description from any State;

3. Valid passport that can be read (i.e. in English);

4. Valid US Military ID card with photo, name, date of birth and physical description.

To be valid, the ID must be current and cannot be expired!

When you check the guest’s ID, do the following:

1. Check to see if the ID is among the forms of stand-alone ID accepted at the RQ.

2. Check the physical condition of the ID. The lamination should be intact; it should be legible and not damaged or altered in any way.

3. Check the photo carefully, ensuring that it matches the person presenting it. Hold the ID at shoulder level so it is even with the guest’s face when you do your visual inspection.

4. Check the birth date to ensure that the person is 21 years of age or older.

5. Check the expiration date to ensure it’s valid and not expired.

6. If the guest appears to be under the age of 35, exercise due diligence in verifying that the ID is not false or altered. Asking questions about information on the ID is always a good test.

Most importantly: TAKE YOUR TIME!!! Pay attention, don’t rush and do the right thing – THIS IS ONE OF YOUR MOST CRITICAL RESPONSIBILITIES AT THE ROSE QUARTER!

A Reminder: As the licensee for alcohol service at the Rose Quarter, Ovations Food Services, LP is responsible for ensuring total compliance with all OLCC statutes and in-house policies pertaining to alcohol service. Every volunteer (18 years of age and older) is individually responsible for understanding and following our policies. Failure to do so will result in disciplinary action, up to and including immediate termination of employment (for employees), removal of volunteer and/or volunteer group from FFF program, and responsibility for any fines, penalties, or other legal consequences imposed by the OLCC against the individual.

Please do not hesitate to ask any Floor Supervisor or LEVY RESTAURANTS event manager if you are unclear about any aspect of alcohol service.

Health and Safe Food Handling Practices:

1. Do not prepare or touch food after handling money. ALWAYS wash hands before and after handling food, using the restroom, smoking, coughing or handling raw meat.

2. General cleanliness guidelines should be followed at all times including keeping your hair under control.

3. Do not work if you are sick or have an infection.

4. Wear gloves when you have direct contact with unwrapped food products.

5. Always tell the person near you where you are in relation to them (i.e. “Behind you.”). Just because you are right behind someone doesn’t mean they know you are there.

Guest Service and Courtesy Guidelines:

1. SMILE! Greet each guest with “Hi! May I help you?”

2. Speak clearly and not too fast.

3. Have a positive attitude.

4. Treat each guest as an individual.

5. Don’t interrupt the guest. Listen carefully. Repeat the order back to the guest to verify.

6. Suggest the purchase of another item (up sell). “Would you like a drink with that?” or “Would you like fries with that?” Up-selling = Greater Sales = Greater Group Compensation.
7. If there are multiple items or more than the customer can carry, place the items in a carrying tray.

8. Tell the guest the total of the order and count back change.

9. End each transaction with “Thank You! Enjoy the show/game!”

10. SMILE and HAVE FUN!
MICROS
Micros is the computerized cash handling and inventory control system at the Moda Center. The accurate recording of purchases helps us determine the buying patterns of guests and the appropriate product levels for each location. Over 150 units are used in the building and are run by computers with direct credit card authorization lines. The unit or till has labels on each button indicating the menu item or the function of that button. The LED display will show the volunteer or employee and the customer what items have been entered for purchase.
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Log In

Press the numbers associated with the location you are working (230), and then the number of the register you are logging in to (2). The numbers start at one for the register closest to the door. So you would press 2301 and then the Enter button. The logon numbers are on a label on each register.
Ring up a Cash Transactions

1. Press the appropriate menu item buttons based upon the guest’s order. If they would like 2 of something, press the number 2, followed by the item. 
A. Example: For 2 Hot Dogs, press “2,” followed by the “Hot Dog” button.

2. To review an order, press the arrow buttons to see the items one at a time.
3. Remember to ask the guest if they would like any other items. Always try to suggest the purchase of another item with each transaction. 

4. Press the TOTAL button followed by the $$ amount, and then the type of payment (cash or credit card). A Decimal Point  is required for all transactions. If you press $11 it will be $11 cents. Pressing $11. is eleven dollars. Once the order has been paid for in full (or over) the amount of change to be given will be displayed.
5. Press FAST CASH BUTTONS $10, $20 or $50 to enter the total cash received. You will receive Ovations Food Vouchers from time to time. These should be treated the same as cash. Guests using Ovations Food Vouchers DO NOT receive change for their purchases.

6. Count back the change as you are giving it to the guest so they know how much money was returned to them.

7. Leave the money the guest gave you on top of the cash drawer until you count back their change; then put it into the cash drawer. (Cashiers are not permitted to mix or exchange their tip money with money in the cash drawer)
8. Fill the order.

Ring Up a Credit Card Transactions

1. Press the appropriate menu item buttons based upon the guests order. To enter multiple amounts of an item, press the number first on the number keypad, then the item button.

2. To review an order, press the arrow buttons to see all the items one at a time.
3. Remember to ask the guest if they would like any other items. Always try to suggest the purchase of additional items with each transaction.

4. Press the TOTAL button.

5. Press the CREDIT CARD button. 
6. Insert the card – strip facing to the right, and slide the card in a downward direction.
If the register cannot read the card, press the credit card button and try again.

If the register still cannot read the card, Press the credit card button again and enter the credit card numbers on the front of the card. The register will then ask you for the expiration date. Enter those numbers in.
7. The credit card receipt will only show the total amount that was charged. If they want an itemized receipt, you will need to press the Print Receipt button.

8. The following are credit cards that are accepted at the Moda Center: American Express, Visa, Master Card and Discover.

9. Remember if the total purchase is less than $25, the guest does not need to sign the credit card receipt.

10. Please insert the standard size credit card in the reader ONLY. Some credit card companies issue non-standard cards. They get caught in the credit card readers and can damage the tills beyond repair. Groups may be held responsible for damage to tills due to misuse of credit cards when processing transactions with non-standard size cards. This also applies to broken or cracked credit cards. If you receive a broken, cracked or non-standard size credit card please enter the credit card number manually following the instructions above. **Is this an issue with the Micros? It was with the old registers, but with the new swipe I didn’t think it would be a problem.
11. Fill the order.
Ring Up a Split Tender transaction.

1. Press the appropriate menu item buttons based upon the guests order. 
2. Remember to ask the guest if they would like any other items. Always try to suggest the purchase of additional items with each transaction.
1. Now press the View Total button. 
2. If paying part cash, part credit card, press the $$ amount, then the type of tender (suggest cash first). 
6. The display will show the amount due. Press the $$ amount and then the second type of tender.

7. Fill the order.

How to Change or Cancel an Item on the Order

If an order needs to be changed and you have NOT pressed the TOTAL button you can cancel any item or items on the order by pressing the Clear No button. Press the arrow button until the item to be cancelled is displayed. Then press the Clear No isn’t this the VOID button? I am going on memory here. button. 
If a guest has order more than one of an item (2 hot dogs), and now one needs to be cleared, both hot dogs will be cleared and then you need to press the hot dog button for one hot dog.
Complete an Over Ring

If you have entered a guest’s order and completed the transaction by pressing TOTAL and the guest decides to change or cancel their order you must print a receipt. Follow the steps below to process an over ring:

1. Enter the total amount of the transaction. A Decimal Point  is required for transactions involving change.

2. Press CASH button.

3. Press the “Print Receipt” button to print a receipt.

4. Write “Over Ring” on the receipt.

5. Give both the white & yellow copy of the receipt to your Stand Leader for verification. Over rings that do not appear on an LEVY RESTAURANTS generated receipt will not be accepted, i.e. a handwritten receipt. You must press “PTR” before ringing in the next transaction. Once you begin a new transaction the previous transaction will be replaced. **another one I have not heard of. I have never used a PTR button.
Your Stand Leader will need to void those items at your register.
Refund Money or Void a Completed Transaction

1. If a guest is ever dissatisfied with an item, immediately offer to replace the item or exchange it for something else. Make sure that the Stand Leader is aware of ALL exchanges.

2. If the guest is still not satisfied, ask a manager to retrieve and refund the cost of their purchase.

3. VOIDED transactions CAN NOT be completed by the cashier once the TOTAL button has been pressed. Notify the Stand Leader immediately for assistance.
Ring Up Employee Discounts

1. Employees, vendors and volunteers with a facility issued picture ID badge receive a 40% discount on food and Non-Alcohol beverage purchases. We DO NOT give a discount for alcoholic beverage purchases.
2. Ring in the guest’s order as usual.

3. Press the TOTAL button.

4. Select the Empl Discount button. The display will then show the amount due.
5. The Employee Discount is valid ONLY for employees that are working, and only for themselves. **this is mentioned on page 29 – and can be used when not working.
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