Guidance for First Shadowing Session
Welcome - making introductions, showing where to put bags and coats, getting an apron and name label, and washing hands.
The following bullet points are just key teaching points for guidance. It is useful to take in a few things to fill up so you can go through the following without being in a hurry. Most of these points get covered as you are serving.
Please emphasise the need for wiping down and washing hands between customers.
Use of Scales – 
· Emphasise the reason for taring i.e. we mustn’t charge for the weight of the container. 
· Take off the lid before attempting to weigh item (for consistency).
· Set scales to zero lifting the container, if necessary, then Tare. Always ensure the weight is showing zero with the container on the scales, before filling. When you take off the container there will be a negative weight (this sometimes confuses people) and the scales will “remember” the weight of the container.
· Once the container has been filled, explain that the weight is always entered in grams which is the number without any decimal point.
· If you use a funnel then make sure the funnel is removed before reading the weight.
· Don’t panic if you forget to zero the container (we all have done it!). Explain ways of getting round it using paper bags, other containers etc.
· Once the volunteer becomes more confident, then you can show them how to put a number of items in the same container, ensuring the weight is reset to zero each time.
Decanting Dried Food – Methods and Safety
· Show selection of scoops, funnels, tongs, measuring spoons etc and help with their selection of appropriate “tool” for the job! 
· Always pick up the scoop by the handle and discuss putting clean scoops away with their handles upwards.
· Emphasis on not touching the customer’s container when filling
· Use of small funnel and small scoop for herbs & spices. Can use funnel for more than 1 if it is appropriate e.g. basil and oregano but not if something has a strong odour!!
· Decanting from large sacks. Wheel the crate to the till. Rolling down the sack can make it easier. Do not hold the container inside the sack, to avoid contamination. Make sure the sack is rolled over a couple of times before putting on the clips, to ensure it is well sealed.
· Never put the food product back into the shop container as this can contaminate the whole batch. 
· Use a new scoop each time and put used scoops in the white box on the counter. Make sure you don’t leave a scoop in the product jar or sack. Use a new scoop for a new batch to avoid contamination.
· Ensure the product container is closed/sealed asap after decanting the product, before entering the product details on the till.
· Show shaking a container to level the ingredients, rather than spreading with the scoop.
Decanting Oils and Vinegars
· It is essential that all containers are completely dry to avoid the risk of botulism (form of food poisoning)
· Narrow funnels (metal and plastic) are available for dispensing into narrow bottles. Take care to fill the container slowly to avoid spillage.
· It is often useful to ask for another volunteer to help you when dispensing the oils.
· Ensure the flour crates are tucked well back, so the liquid doesn’t spill on the sacks.
· The screw on the top of the Rape Seed oil container will need to be opened, before dispensing, to allow free flow of the liquid. Ensure it is closed again immediately afterwards. 
· Olive oil can be cloudy and thick at low temperatures but this will disappear when warmer. This is an expensive product so make the customer aware of the cost.
· Check lids are on tightly and then shake the Apple Cyder Vinegar before dispensing to ensure “The Mother” is mixed in. The Mother is a natural film that forms in fermented apple cider vinegar and is made up of strains of friendly bacteria, which help to keep your digestive and immune systems working well. Similarly, gently shake the other products in this range before dispensing (excluding the oils).
Decanting and Labelling Detergents & Personal Care Products. Where possible, do these after all the food items have been decanted.
· Show the plastic funnels on the SESI containers, which are used for decanting cleaning products into narrow containers.
· If a food or drinks bottle is brought in for use then offer the customer one of our cleaning product containers. If they don’t accept this then the product MUST be labelled and a warning given. Otherwise, always add a label unless the customer specifically asks not to have one. Label rolls are generally found hanging on the shelves near to the products. However, some product labels are found under the counter or on the top of the product container e.g. Green Bleach. Spare label rolls are to be found in the labelled box under the counter to the right of Till 3.
· Show the different types of plungers and taps – in particular explaining the super pump.
· Watch out for non-clear bottles and bottles with plungers (don’t fill too full!!)
· Faith In Nature – Explain the selection and the colour coded folders for labelling
Basic use of EPOS – 
· How to select a product and enter weight – how this is then displayed with the cost on the right-hand side of the screen and the selected item is shown in blue. Always check that the cost is reasonable, as this is an easy way to pick up mistakes. Tell the customer the cost of each item.
· Emphasise the importance of selecting the correct product. 
· This is so that the customer is charged the correct amount, The Green Gram gets the correct revenue and it is critical for “stock control” so we know when to reorder a product. When the product is entered on the till the amount in stock will be changed accordingly, so we know how much of any item is in stock at any one time.
· Refer to the Information sheets such as “Do you know your snacks” etc. Also, highlight the different oats and flours, including their alphanumeric code, which is on the till and crate labels. Explain the colour coding e.g. Blue for GF, Brown for wholewheat, Green for organic.
· Check the label on the jar or crate matches the description on the till 
· How products are grouped i.e. generally in alphabetical order for food. 
· Seasonings – how to move up and down the screen.
· Cleaning Products are divided into Powders and Liquids. Colours have been chosen to match the colour of label where possible but only a very limited number of colours available on the system. The products are grouped in types rather than alphabetically.
· Faith In Nature – Explain 4 “flavours” which are colour coded and are refills. Point out that there are some non-refill items at the end of this section (bars of soap).
· Selecting non-refill items. This automatically selects 1 and then how this can be changed.
· Using x to delete an item if you do it wrong!
· Show the search function and getting extra information about products including getting ingredients and stock info and showing photos of “other products” to help identify them. The search function is next to Logout, so take care!
Customer Interaction 
· Ask customers how much they want
· Check you have the correct product
· Tell the customer the cost of each item as they are entered on the till
· Warn the customer if the item is expensive e.g. pine nuts, olive oil, pistachios, Faith In Nature, Bio laundry powder or if they have a particularly large container
Taking Payment
· Explain how to pay choosing cash or card
· Check payment has gone through on the card before the customer leaves the shop. Always watch the screen and offer the customer a receipt to ensure the payment has been approved.
· Emphasise putting in how much cash you are given BEFORE pressing cash. 
· With a cash sale, hold the cash you are given out of the till until you have given the customer the change. This stops them saying they gave you a £20 note when they actually gave you a £10 note!! We do not accept £50 notes or Scottish currency.
· If the customer says “keep the change” then just put it in the till. This is equivalent to a charity box as profits are used for outreach work and also may be distributed between local good causes, chosen by the members at the Annual Members Meeting
Receipts
· Always offer the customer a receipt and finish the transaction by pressing “NO RECEIPT”. 
Washing Up Scoops, containers and plungers – This is covered in the initial Food Hygiene training session but please oversee a practice session, emphasising the importance because of allergens and the need for no moisture to be present.
Use the PRO washing up liquid
· Use a brush or cloth to wipe everything to remove residues
· Everything must be rinsed (Do this by first putting in the lefthand sink and then rinsing in a batch to save water)
· Dry really thoroughly (food can otherwise be damaged). After drying, place all containers, next to their lid, upside down on the drying tower. Scoops and funnels can be used immediately if needed but must be dried thoroughly. When returning these to the scoop boxes, remember to put them in with their handles upwards.
· Replace T-towels regularly, if damp.
· All donated containers must be washed before putting out for use. If possible, check they are suitable when they are handed in as we have to pay for any recycling and waste. Unwashed containers are to be put under the sink. Throw away or recycle any unsuitable containers (e.g. smelly or impossible to dry thoroughly etc). When putting in the drying area put the lid next to the inverted jar or container so they match.
· When washing up empty containers ready for a new batch; ensure the allergen label is removed as best as possible, remove and throw away brown tape label, clean blackboard label by spraying “All purpose cleaner” onto a cloth and rubbing the white writing. Please do not use any sort of scourer as this will damage the label.

Handling Heavy Products

· Please DO NOT lift or move anything with which you are not completely happy
· Use the crates to wheel products whenever possible
· Ask your fellow volunteer for help, decant in the store cupboard (if you cannot move something) or apologise to the customer and send a WhatsApp to Jo A or Paul so they can move the product asap.
Product Training
· This will come with time but useful to show groupings of different products and point out they are, in general, in alphabetical order. Please emphasise the importance of asking Jo or their lead if not sure if we have a product or if they have selected the correct product from the till.
· If the shop is quiet, a trainee could be given the task of going through the sections on the till to familiarise themselves with products and also looking at all the shelves, asking about any product with which they are not familiar.
Use of WhatsApp and Google Sheets Rota
· Where possible, arrange a time for a second shadowing session with a volunteer trainer and explain the timings of the full session (see next section).
· Enquire whether the volunteer would be interested in a regular slot or when they are usually available.
· Show the rota and that they will not fill in the lead slot. Show the “back button” if they go wrong! This should be done once a volunteer is “Good to Go”.
· Show them the staff WhatsApp and check they can do a “thumbs up” etc on a message on WhatsApp.
Start and End of Day Timings and Responsibilities
· They should aim to arrive at the shop by 9:50 to aid in setting up.
· They should stay at the end of a shift, usually until about 4:20, to help in clearing up.

Keep emphasising there is a lot to learn so they should just keep asking!!
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