
Team Member 
Handbook 
Shaping the world of flexible work into a better place for all



Contents 

1

Introduction...............................................................2
Dress Code...............................................................3
Ubeya App................................................................4
Confirmations...........................................................5
Preshift Checklist......................................................6
Signing In and Out.....................................................7
Team Benefits..........................................................10
FAQs.......................................................................11
Health & Safety.......................................................17
Customer Service....................................................21
Code of Conduct......................................................22
Sustainability..........................................................23
Event Set Up Team...................................................24
Food  Service...........................................................26
Back of House Etiquette..........................................29
Bar & Drinks Service...............................................30
Wine Waiting...........................................................31
Alcohol Service........................................................36
Hawking..................................................................37
Retail Catering........................................................39
Allergin Awareness..................................................40
Chef & Kitchen Staff................................................42
Betting....................................................................46
Themed Attractions..................................................51
Office & Admin Roles...............................................53
Retail Roles.............................................................55
Polices....................................................................57
Contact details...........................................Back Page



Introduction
Dear Colleagues,

Welcome to the Arc team and congratulations on making it through the recruitment process! 
We hope you enjoy your time working for our company and find the experience to be worthwhile 
and enjoyable. We have put this handbook together to try and provide you with as much 
information as possible on what working for our company entails, what standards we expect 
and what you can expect from us, so please refer to it before you arrive on site to work. You will 
find answers to any questions you have in this handbook.

Our core company values here at Arc are We’re honest. We care. We Deliver. These 
values underpin all our business interactions and it is imperative to us that they are always adhered 
to. This means always being honest with our staff and clients, caring about your career and skill 
development and our client’s business, and delivering a good experience for everyone involved.

Our company vision is to shape the world of flexible work into a better place for 
all. This means improving the recruitment agency industry for everyone – staff, clients, suppliers 
and stakeholders. It also means giving everyone a good experience, while also having a positive 
impact on the environment and communities around us.

Finally, it is essential to both us as a business and you as individuals that we all perform to 
the best of our abilities at all times. It is our intention to be the best company of our kind and 
one which constantly improves the standard of service to both customers and clients in all 
the differing industries we work in. As a result we ask you to take your work seriously and have 
a positive and pleasant attitude in your interactions with clients, customers and colleagues.

If you can support and uphold our values we are sure you will find working for our company to 
be a thoroughly enjoyable and rewarding experience.

We look forward to working with you!

Paul Marcinkowski        Michael Gavin
Director          Director

2



Dress Code

Top half:
Hair: If it is longer than shoulder length it may be needed to be tied back. If issued 
to you hair nets or caps need to be worn correctly.
Face: Make up to a minimum. Many clients request that workers are clean shaven.
Jewellery: No facial piercings or visible jewellery. Most clients will specify their 
own rules and you will be informed of these, but as a general policy, no jewellery. 
Shirts: Some placements want staff to be in plain black or plain white shirts. 
Generally, clients want shirts with no patterns or pinstripes that are long sleeved 
with no t-shirts worn underneath. If you do not have a shirt of this type, please 
speak to your local Arc office and we will see if it’s possible to loan you one.
Bottom Half:
Nails: Nail varnish and/or fake nails are generally not permitted by clients.
Trousers: Male or female, clients generally want staff to wear a pair of plain black 
trousers. Generally, no jeans, pinstripes, skinny fit, grey, navy or leggings style 
bottoms would be welcomed with a standard school type of trousers being desired. 
If you do not have trousers of this type please speak to your local Arc office and we 
will see if it’s possible to loan you a pair.
Shoes and Socks: Clients generally look for staff to have plain black socks and 
enclosed, flat, black, shoes. Please speak to us if you don’t have this style of shoe  
or socks and want to work a placement so we can see if it’s possible to lend them.

There is no set dress code when working for Arc but you will be offered opportunities in some of 
the most prestigious venues so looking smart is desired. When you are offered an opportunity, it 
is always explained what the dress code and presentation requirements are for that specific role 
or placement.  If you are unsure or don’t have the dress code outlined for a placement but wish 
to be considered for work, please contact your booking manager or local Arc office as we or the 
client may loan you the items in question. Please do not buy or commit any expenditure to buy 
or source any items of clothing or uniform from any clients or third parties in relation to any work 
placement opportunities we present to you without our approval. If you have any questions in 
relation to this or think you have the incorrect uniform or can’t get some before your shift, always 
call your local office. They may provide you with some. 
If you arrive at a placement in the wrong dress code, please note you may be turned away as our 
clients expect their dress guidelines to be adhered to work with them. We will always work with 
you and the client to try and rectify any issues of this nature to enable you to work.

For a few top tips on how to look presentable please see below:
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Now that you have completed your casual worker agreement, you will have received a link to 
download our ‘Ubeya’ app. This is how you will book shifts, contact us, and keep up to date with 
important company information. If you do not have a smartphone, please let us know.

Job Offers

All available shifts which you can apply for will be shown here.

Schedule

Once your booking request has been confirmed by a member of the team, it will show here (more 
on confirmations later)

Feed

Here you will find important information about upcoming shifts, company information etc. Think 
of it like a Facebook feed!

Chat

This is the main way you will communicate with a member of the team. We are available here from 
7AM-7PM, 7 days a week. If you have any queries about syour placement with us please message 
us here.

Booking Shifts

All information regarding the shift is available under ‘shift information’ – this will include shift 
times, duties, pay rates, location and dress code guidelines. When you apply for a shift – this is 
you telling us you will definitely be available to work. Please remember this before you commit. 

Ubeya App

Before applying, consider the following:

• Am I available on that date and time?
• Can I get to and from the location?
• Do I need any support with the stated dress code?
• Is the role suitable for me? – think about your skills, what you are good at, 

what you enjoy doing etc.
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Confirmations
Confirmation Process

Once you have applied for a shift, and someone from the team has approved it, you will then be 
asked to confirm. This is 3 stage process:

1. Following approval from the team, you will be notified that you have been booked for the shift. 
You must then confirm you have acknowledged this and will be attending.

2. 48 hours before your shift, you will receive your second notification to confirm.
3. On the day of your shift, you will be asked to confirm one final time.

**Please ensure you confirm at every stage, as failure to do so could mean you miss out on 
shifts**

Shift Cancellation Policy

If you book a shift and you can no longer make it, you MUST message us on the chat ASAP (you 
cannot cancel on the app) so we can find a suitable replacement. You must give us at least 24 
hours notice before the day of your shift, otherwise it will be noted as a ‘Fail to Show’. If you re-
ceive 3 ‘Fail to Shows’ then we unfortunately we reserve the right to not offer you any further work.
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Pre-shift Checklist
Before your shift, please ensure you have gone through this checklist so you are ready to work. If 
you are not sure about any specifics for the event do not hesitate to ask your booking manager or 
ring your local Arc office.
A few days before the event:

1. Where is the event and how are you going to get there?
2. Have you researched the event you are working at for any extra information about the venue or 

the role you are doing?
3. Do you know the dress code guidelines for the placement? If you don’t have the correct dress 

code and wish to work have you spoken to your Arc contact?
The day before the event:

1. Have you replied to your confirmation message, so the booking staff know you are attending?
2. Are there any planned engineering works or obstacles that could affect your journey tomorrow?
3. Have you noted down the name and number of the Arc associate meeting you at the event, so 

you can contact them if any problems arise on your journey to your shift?
4. Do you need to take some food with you?
5. Do you need to take anything else with you, pen, notepad, medicines etc?
The day of your shift:

1. Have you messaged your booking manager letting them know you are on your way?
2. Have you ensured that you have left any unnecessary belongings at home?
3. Have you allowed ample time for travel and any disruptions that may occur?
4. Have you located your Arc Associate and signed in with them or the client?
5. Have you remembered to bring your ID? It is essential for check in at secured venues and 

advisable for every shift.

You’re ready to work! Have a great shift!
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Signing In And Out
Client Methods

When you arrive on shift there will always be a method of signing in that the client operates with. 
This can typically involve signing timesheets, scanning in and out with a job card, finger vein scan 
or a client app. 

You should always sign in and out with the client onsite. This is to ensure you are paid the correct 
hours for your shift and for health and safety reasons. For example, in the unlikely event of a fire, 
both Arc and the venue in which you are working need a register to know who is in the building. 

There may not always be an Arc representative available for signing in and out of your shift, so 
ensure you ask your manager or supervisor where to sign in in this instance.

The client’s records of your hours on placement will be used to generate you payment so please 
remember to sign in and out with the client when you are on shift. 

In the unlikely scenario you are ever unable to sign out with the client please message us on the 
Ubeya chat and inform us of your finish time. 
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Signing In And Out
The Supportive: Ubeya App 

Our staffing app Ubeya has recently introduced a new feature which we are trialling which allows 
you to check in and out from your phone when you arrive at a venue. Please do this in addition to 
the client’s method. It is important that you do both, so we can see in live time you have made it 
to your placement. 

Checking in and out also provides supporting evidence to us that you have worked a shift if the 
client’s timesheets ever go missing or are queried. An essential part of our vision is ensuring you 
are paid for the work you complete precisely and timely. Clocking in and out on Ubeya when you 
are requested to do so at a venue will help us in this endeavour.

To clock in and out on Ubeya simply click on the shift you have arrived at and select clock in at 
the time you are due to start. The shift clock will then start. At the end of the shift follow the same 

You will only be 
able to clock 
in and out via 

Ubeya when you 
have adequate 

GPS and within a 
certain range. 

method and hit clock out. 

Please note if you turn up early for a placement and check in you will 
only be paid from the time you a booked for and actually start work. 

Clock out on Ubeya at same time as clocking out with client. If difficulties 
arise doing that, you need to notify us. Otherwise, we will not know you 
have finished your placement. 

If you are choosing to use free optional transport to travel to and from the site, then you will 
need to clock out as soon as you finish working and not during or after waiting for this transport 
to arrive. This is because you are free to leave site at this point and all transport provided is 
completely optional.

If you ever work more than the anticipated hours for a placement, please clock out at the venue 
when you finish working at the same time as signing out with the client.
 
If you can’t clock in and out due to a technical reason, please message the operations team via 
the chat on Ubeya or send an email. 

We trust that you will keep accurate records. If you misreport/provide misinformation to our team 
on purpose in relation to your attendance at a placement, then this may be treated as misconduct 
(or gross misconduct) under our disciplinary procedure. 

Please note if you do not sign in and out with the client or an Arc representative OR clock in and 
out via the Ubeya app there will be no record of your attendance at a placement.

8



Why Signing In And 

Signing in and out is important to both us and you. 

Accurate pay – we want to pay you on time and accurately, signing in and out with clients and 
checking in and out on the Arc system ensures we can do this. It also means you can see your work 
history and anticipate how much you will be earning that month. 

Pay queries – if you follow the procedure fully it allows us to resolve pay issues swiftly and 
efficiently.

Health and Safety – it is paramount that clients know who is on site in the event or a health and 
safety incident. Signing in and out means both us and the client know who they need to account 
for in the event of an emergency and can get you to safety as soon as possible. 

We will endeavour to resolve and queries with your pay as soon as possible. In the first instance 
please raise any queries with the payroll team at your local Arc hub that these can be resolved as 
soon as possible.

You can contact the relevant payroll team for you via the emails below: 

Liverpool - liverpool@wearearc.co.uk 
Manchester - manchester@wearearc.co.uk 
London - london@wearearc.co.uk 
Midlands - midlands@wearearc.co.uk 
Yorkshire - yorkshire@wearearc.co.uk 
Scotland - scotland@wearearc.co.uk 
Cardiff/Bristol - cardiff@wearearc.co.uk 
Knowsley Safari Park & Hall - knowsley@wearearc.co.uk

Out Is Ao Important
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Team Member of the Month

At Arc, we believe that hard work and dedication should be acknowledged and rewarded, which 
leads us to… Team Member of the Month!

• Every month, each office nominates 1 team member from their team for Team Member of the 
Month.

• Team Member of the Month will be someone who has gone above and beyond while on shift.
• The winner receives a £50 bonus in their pay at the end of the month, as well as a £50 donation 

to a charity of their choice!

Friend Referral Scheme

We believe that good people know good people – this is why we have introduced the friend referral 
scheme. Do you have friends or family that you think would be suitable for working in hospitality? 
Do they have a great, can do attitude? If so, fill out the below form to be eligible for a £10 bonus!

Nationwide opportunities

We have shifts in nearly every corner of the UK! It’s super quick and easy to change location, just 
message us via the Ubeya chat and we can add a new location to your profile within seconds!

Team Benefits

Friend Referral 
Form
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How will I be told about upcoming shifts?

Your first port of call to find out about shifts is to log into Ubeya and check upcoming jobs. 
Here you will be able to apply for shifts which are suitable for you in your area. We sometimes 
also send emails, text and feed messages about available work. All messages will include key 
information about location, timings, dress code etc. but you will receive full information on the 
app when you have been booked in for the shift. You will be asked to confirm these shifts on the 
app prior to working, and on the day of your shift to confirm your attendance. It is very important 
that you respond to your confirmation or let us know any issues, so we don’t have to chase you to 
see if you’re available.
How much work will I get?

The flexible nature of the work means that the number of shifts offered to you can differ from 
week to week. There are no guaranteed hours of work. If you do a good job you will get more work 
and so will we!
The Working Time Regulations 1998 provide that the working time of a worker shall not exceed 
an average of 48 hours for each 7-day period unless the worker has agreed in writing that this 
limit shall not apply in his/ her case. Working for Arc may require you to sign a Working Time 
Regulations opt out waiver. 
A worker over the age of the 18 in most scenarios is entitled to a period of 11 hours of uninterrupted 
rest time in each 24-hour period. A worker under the age of 18 is entitled to a period of 12 hours 
of uninterrupted rest time in each 24-hour period.

What is the dress code?

Dress code and presentation requirements vary between shifts and details will be explained for 
each shift in the initial and confirmation placement message. Refer to the dress code section 
for more information about dress code and presentation. Please be aware that if you bring 
expensive coats or items of clothing with you to a shift, Arc accept no responsibilty if these items 
are misplaced or lost. This includes other valuble items you may potentially bring. Therefore, we 
advise you keep these items to a minimum. 
How will I travel to shifts? 

If the location of a shift is easily accessible, we will expect you to make your own way. For shifts 
that are more difficult to get to we sometimes arrange transport by means of minibus or coach 
as an option. This is only an option and you are free you make your own way to and from any shift.  
You will never be charged for the use of any Arc arranged transport. For some shifts, we may be 
able to reimburse travel expenses and travel time if this has previously been agreed. 

Frequently 
Asked Questions
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Frequently 
Asked Questions
If you are a London Team Member, 
we advise you to make your own 
way to your placement for the day 
as the majority of venues are very 
accessible. If we are providing 
assistance with transport, then 
the exact details of this will be 
explained clearly to you before the 
shift. 
Please be advised that often shifts 
have approximate finish times and 
can sometimes overrun. If your 
shift runs later than expected, you 
need to plan for potential late finishes and accordingly your transport arrangements.
I have confirmed to work a shift but am no longer available; 
what should I do?

If you accept a shift you should always do your best to attend. If you have accepted a shift and your 
availability changes you should inform an Arc manager with as much notice as possible. You can 
contact your booking manager or your local Arc office. It is always good to check that a manager 
has received your message. Not letting us know at all, or ignoring phone calls and messages 
asking if you’re still available is the worst thing you can do. It gives a very bad impression and 
leaves us in a difficult situation of not knowing if you’re going to turn up or not. If you do not attend 
without letting us know beforehand, it will appear on your profile as a failed to show. After failing 
to show, or cancelling last minute on up to three occasions, your account may be made inactive 
and Arc reserve the right to stop offering you any more work.
When will I be fed when I am working?
You are not guaranteed a free meal when you are at work so you may wish to take some food 

and drink with you. You should only consume food and drink when you are on a 
designated break and are in a designated break area. When on-site your team 

leader, supervisor or manager will allocate a break for you.

Will I get a break when I am working? 
If you are over the age of 18 and work more than 6 hours in a day you are 

entitled to a 20 minute rest break. If you are under the age of 18 you are 
entitled to a 30 minute rest break for every 4.5 hours you work.
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Frequently 
Asked Questions
How much do I get paid?

You will receive financial entitlement for every hour you work. You should always sign in and 
out of every shift and it is a good idea to keep a note of your hours. The rate of pay depends on 
the type of shift and roles which you will carry out. You will never be paid less than the National 
Minimum Wage relative to your age. Please note we do not have an under 18 rate as we pay all 
our 16-18 year old staff at the 18-20 rate.
All workers are entitled to 12.07% of total hours worked as holiday pay and this is generally 
included on top of your normal pay in your monthly wage at Arc. If you would like to take your 
holdiay pay in a different way then please contact the payroll team and this can be discussed 
further. 12.07% is equivalent to the legal 5.6 weeks requirement when working full time for a 
year. Below are the MINIMUM rates you will be paid (this will change April 2022):
Minimum hourly pay rates:

Basic Rate Rate plus holiday 
pay

23+ £9.55 £10.70
21-22 £9.23 £10.34
16-20 £6.88 £7.71

When will I get paid?

You will get paid monthly by BACS transfer no later than the 5th of every month for shifts completed 
during the pay period. If the 5th falls on a weekend or public holiday you will often receive payment 
on the previous working day. The cut off dates for payments is the 25th of each month, everything 
up to and including that date will be paid on the 5th of the next month.
Will I have to pay tax or other deductions?
Based on your current status you will receive a tax code for your work with Arc. This corresponds 
to the amount you can earn before you are required to pay tax contributions. This amount can 
be affected by factors such as other jobs you may have. If you earn over your threshold to pay 
deductions (such as tax, national insurance, student loans or pensions), the respective bodies 
will make these deductions before you receive payment to your bank account and this will be 
outlined on your pay slip. 
For more information about income tax or claiming overpaid tax back visit www.hmrc.gov.uk/
incometax. Or you can call the HMRC taxes helpline 0300 200 3300. 
Due to the recent legislation, regarding pensions and saving for retirement, all staff who work 
for Arc have access to a company pension scheme. Our pension scheme is with the National 
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Frequently 
Asked Questions
Employment Savings Trust (NEST). If your earnings are sufficient and you meet the eligibility 
criteria you will be automatically enrolled into our company pension scheme. This process will 
commence if you meet the following conditions:
• Are between 22 years old and state pension age 
• Earn at least £10000 a year (£833.33 per month) 
• Work, or usually work, in the UK 
If you earn above £833.33 in any given month, we will write to you informing you have met the 
automatic enrolment criteria. We will then typically review your earnings over a three-month period 
to check your earnings are sufficient before you are enrolled into the company pension scheme. 
You can also opt into a pension if you wish. If you have any more questions about this Pension 
scheme, don’t hesitate to contact the Payroll Team. 
How can I access my pay slips?
You will be emailed your payslip on or just after pay day. Please email your local hub if you have 
not received it. If you cannot access your payslips via email please call or pop into your local office 
so we can arrange to post these to you. 

Who do I speak to if I have a pay query?
If you think you have been paid incorrectly, after checking your Ubeya account and your payslip 
then please email your local hub via the relevant email address below
Liverpool - liverpool@wearearc.co.uk 
Manchester - manchester@wearearc.co.uk 
London - london@wearearc.co.uk 
Midlands - midlands@wearearc.co.uk 
Yorkshire - yorkshire@wearearc.co.uk 
Scotland - scotland@wearearc.co.uk 
Cardiff/Bristol - cardiff@wearearc.co.uk 
Knowsley Safari Park & Hall - knowsley@
wearearc.co.uk
Please include as much information as you 
can about exactly where and when you have 
worked during the month in question. 

EXAMPLE PAY SLIP
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Frequently 
Asked Questions
Are there opportunities for additional responsibilities?
Arc managers are always looking for workers with potential and a great attitude to be offered 
additional responsibility. We always receive feedback (both positive and negative) from clients 
and supervisors. We are able to offer team leader, supervisor, managerial roles, and temporary 
and full-time office support staff opportunities to workers who have proved their commitment 
and competency. These roles often have a higher pay rate which will be discussed with Arc 
management at the time. 

What should I do if I am having issues with my Ubeya? 
If you are having trouble viewing shifts on your Ubeya it might be because you have not tagged 
yourself correctly. All jobs that are put up to Ubeya are listed under certain tags i.e. ‘bartender, 
porter’. If you have not put any tags for yourself, you will not be able to view the jobs. You will 
have to contact a member of Arc management via the chat function in the app. If you change your 
number, you must let a member of the Arc team know so they can update it on the system as the 
number and app are connected. 
Will Arc provide me with uniform and/or Personal Protective 
Equipment?  
If a shift requires PPE this will be provided to you by Arc upon arrival. You should wear PPE in all 
areas that require it and enure this is worn correctly. If you do not feel comfortable carrying out 
a task or feel that your PPE will not be sufficent for the task, you should report this to a manager 

immediately. 
If you do not have the correct unifrom for a shift please get in 

touch with your local office who will be able to provide this 
for you. 

What do I do if I experience 
an issue on shift or have a 
compliant? 

If experience something that makes you 
concerned or uncomfortable regarding a 
shift or your experience with Arc, contact 
our People Welfare Manager by emailing 
sarahharrison@wearearc.co.uk. 
We will try our best to resolve the issue and 

prevent it happening in future. 
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Frequently 
Asked Questions
Why did I get sent home from a shift, when I turned up on 
time and in the right uniform? 
At Arc, when we have shifts that require a high volume of staff, we often provide clients with more 
staff than they originally asked for, to compensate for people who don’t turn up to their shift and/
or last-minute number changes. Most of the time clients will take all the staff we provide to them, 
however, occasionally they don’t and, unfortunately, that means we have to send staff home. We 
have to keep providing clients with extra staff to ensure we maintain a good relationship with 
clients and keep guaranteeing a high number of shifts. If this happens, you will receive at least 
4 hours pay as compensation for being sent home, depending on the shift in question and your 
experience at the discretion of the Arc representative. This is to cover your time on site and any 
costs you incurred. 

2022 Paydays and Cut-Off PointsCan I use Arc as a 
reference for other jobs 
in the future? 
Yes. However, Arc can only provide 
factual references and are not able to 
comment on suitablity of candidates 
for roles. If you would like to use Arc 
as a reference, provide your potenial 
employer with your local hub’s email 
address. The team aim to respond 
to references with in 3 working days, 
however this can go up to a week in 
busy periods. 
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Health & Safety
Hygiene
• Clean hands, clothes, surfaces, equipment, bodies and habits! 
• Avoid contamination of food surfaces by separating raw and cooked food, covering, refrigerating, 

and cooking. 
• Report any sickness, skin infections, open cuts and sores to a Supervisor. 

Pregnancy
If you are pregnant, you need to inform your local Arc office, so we can carry out relevant health 
and safety checks and inform clients. 
Fire and Emergency Procedures
- When arriving at an event, familiarise yourself with fire exits and assembly points. On hearing 

the fire alarm remain calm and do not panic! Ask clients to proceed to the nearest fire exit and 
assembly point. If you do not know where to go wait in the nearest available outdoor space. 

- At large venues there may be stewards and security staff who control any evacuation: follow 
their instructions and do not get in their way. Your responsibility is to yourself- make sure that 
you exit the building and report to your supervisor or Arc representative at the assembly point.

- Doors and fire exits must be left clear at all times and remember that the entrance you used 
may not necessarily be your exit. 

- Remember: do not stop for personal belongings, do not use lifts, do not leave the assembly 
point unless instructed by your supervisor, do not re-enter the building until informed by 
management under instruction from the Senior Fire Officer. 

Equipment Safety
- Please take care when using power-operated machinery. Used wrongly it could cause your or 

others serious injury or death. 
- Please report any faulty equipment immediately and do not use it. 
COSHH- Control of Substances Hazardous to Health
Some chemicals may be harmful to you or others. Ensure at all times you follow the instructions 
below:
- Do not use chemicals unless you have been trained to do so.
- Always read the labels and follow all instructions carefully.
- Always store chemicals in the correct containers provided.
- Wear protective clothing if required.
- Wash your hands thoroughly after using chemicals.
- Make yourself aware of all the correct first aid procedures should any incidents involving 

chemicals occur.
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Health & Safety
Manual Handling
Manual handling covers several activities, such as lifting, lowering, carrying, pushing, and pulling.
These activities are a major cause of musculoskeletal disorders (MSDs) – such as lower back 
pain, joint injuries, and repetitive strain injuries. Manual handling injuries are the single most 
common cause of workplace injury and occur across a range of industries, from construction to 
office work.
It’s important you take care of your health and especially your back while at work.

The following factors affect the risk of injury from manual handling

•  The weight of the load
•  The size and shape of the load
•  Your posture during manual handling
•  The distance you have to lift the load
•  How you move while handling something
•  The working environment
•  The capability of the person

There are four main things you should consider when assessing the risks of manual handling:

Task – look at the job you’re doing. Could manual handling aspects of the job increase the risk 
of injury. For example, twisting or reaching while lifting? What needs to change to improve this 
factor?

Individual – what is it about the person that makes this job more or less safe? Could some
personal characteristics increase the risk of an injury? For example, has the person had training, 
or do they have a history of back problems? What needs to change to improve this factor?

Load – look at the load itself. Could the weight, size and shape of the load increase the risk of 
injury? For example, is it hard to grip? What needs to change to improve this factor?

Environment – look at the surroundings where the handling job is to take place. Could the
environment increase the risk of injury? For example, are there objects in the way or uneven
surfaces? What needs to change to improve this factor.
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Health & Safety
If you must lift a load, adopt the following technique:

• Put your feet around the load and your body over it (if this is not feasible, try to keep your body 
as close possible to the load and in front of it)

• Use the muscles of your legs when lifting
• Keep your back straight
• Pull the load as close as possible to your body
• Lift and carry the load with straight arms
• Techniques for safe pushing and pulling of loads (often on trolleys)
• Ensure load is evenly distributed and you have a firm grip
• Apply force that is roughly 2% of the total load weight
• Uneven or unusual surfaces require more force. Make sure wheels are suitable for these 

surfaces
• Only load items onto the trolley that you can load without injury
• When uploading do so carefully from a low height

If you are pregnant, we ask that you please do not carry out manual handling and ask for assistance 
if needed.

In the event of an accident
- All accidents must be reported to your supervisor and a member of the Arc team and then 

logged in the accident book
- Use your initiative and never put yourself in danger.
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Health & Safety
Sick Pay
As a casual team member you are entitled to Statutory Sick Pay (SSP) if you:
• Are classed as an employee and have completed some work for Arc
• Earn on average at least £120 a week, before tax
• Have been ill or self-isolating for at least 4 days in a row (including non-working days)
If you do not qualify for SSP, we can fill in an SSP1 form which allows you to claim Sick Pay through 
Universal Credit. 
Covid 19

It is important that you keep up to date on all regulations and restrictions to do with the Covid 19 
pandemic. To reduce the risk of catching or spreading the virus you should:
• Cover your mouth and nose when coughing and sneezing, using a tissue
• Throw the tissue away quickly and carefully
• Wash your hands regularly with soap and water
• Use hand sanitizer regularly where available
• Clean hard surfaces (like door handles and remote controls) frequently with a normal cleaning 

product
• Follow any social distancing guidelines
• Wear a mask when instructed to do so
Covid 19 Reporting Procedures

If you have symptoms of the virus you must not come into work. As soon as you recognise you 
have symptoms, you should begin isolation, take a test and not return to work unless the test is 
negative or your isolation period has ended.

If you have a positive test isolate inline with current guidelines
If you have any concerns regarding the above or Covid procedures on 

site, please contact Arc’s Welfare Manager via sarahharrison@
wearearc.co.uk
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Customer Service 
People judge each other and form an impression within the first 7 seconds of 
being introduced. Their first impressions will dictate their overall experience. 
Presentation plays a key role in providing an excellent first impression.

Complaints: leaving a LASTing impression means that we…

Listen to the customer’s problem

Apologise to the customer even if it was not your fault

Sympathise and imagine how you would feel in their situation

Thank the customer for bringing the issue to your attention

Remember: Remain calm and professional throughout. Customers will expect 
a solution to their problem so make sure any issues are not left unresolved. Every 
complaint should be the LAST!
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Code of Conduct
When working for Arc, our Code of Conduct must be followed at all times, whether you are working in 
themed attractions, hospitality, betting, hawking or any job offered to you by Arc. 
Attitude and Honesty: We will do our utmost to care for you as a member of the Arc team, abiding by the 
principle of honesty in every interaction. In return, we expect you to endeavor to do your best for Arc, our 
clients and your colleagues. In doing so, together we aim to succeed in everything we do. 
Feedback: Working for Arc is a two way process. As a company, we enjoy being able to offer staff work on 
behalf of our clients. What you may not realise is that the way you apply yourself during shifts directly affects 
the direction of our business. We regularly receive feedback on the capability of our staff from clients. This 
feedback ultimately dictates our ongoing relationship with the client and our relationship with you.  
Operational Information: Every member of staff is expected to arrive on time, either via our transport 
or by making your own way to the venue. Large amounts of money, valuable items or expensive items 
of clothing are to be kept to a minimum to reduce the risk of loss, theft or suspicion. If you do have any 
valuables declare them with the Arc management team. We will not tolerate any illegal activity by means of 
breaking the law. Furthermore, if you are ever unfit to work it is essential to notify us in good time. 
Alcohol and Drugs: Food and drink is central to many of our clients and therefore there is often alcohol 
around. We recognise that alcohol is part of our business and part of people’s social lives outside of work. 
However, drug and alcohol abuse can threaten the health and safety of our staff, it may damage workplace 
morale and undermine our relationship with clients and colleagues. Therefore, we have a zero tolerance 
policy. 
Smoking at Work: We request that staff refrain from smoking at our clients’ venues and during any 
customer facing roles. Smoking may be permitted during a designated break or mealtime whilst on shift. 
However this is subject to client and management approval. Smoking is harmful so we discourage any staff 
from smoking at all.
Equality and Diversity: Arc operates an active equal opportunities policy based on mutual respect 
regardless of gender, race and sexual orientation. Any intimidating behavior, discrimination or bullying 
amongst staff, clients or management will not be tolerated and must be reported to a member of the Arc 
management. If you have any concerns you can contact our People Welfare Manager (details on page 15).
Confidentiality: It may be that during your time as a member of the Arc team you are presented with 
confidential client, colleague or supplier information. Confidential information refers to any information 
or knowledge you may obtain during your time with Arc including any written material, business insight or 
audio/visual material. It is the right of any Arc associate to assume that Arc staff will remain professional at 
all times when in receipt of any information that may be of a personal or confidential nature. It is also your 
right to assume any confidential or personal information disclosed to Arc will be handled professionally.
Social Media Policy: It is unacceptable to discuss confidential work information online or via any social 
media network. Remember once something is posted online it is there forever. If you ever have any issues or 
problems, please call your local Arc office, where we will be willing to help, as opposed to posting it on any 
social media site. We encourage the use of social media as a great source of information but be cautious 
and regulate to avoid issues with confidentiality.
Security Procedures: Use your initiative when deciding what to bring to work. Do not carry unnecessary 
amounts of cash or valuable items whilst on duty. Any valuable items brought are done so at your own risk. 
We recommend that you only need to bring the following items to work: mobile phone (switched off), food 
for your shift and car/house keys.
No unauthorised persons will be allowed to enter our venues or events. You may encounter VIP or 
celebrity guests during your shifts, it is your responsibility to remain professional at all times and only stay 
within your designated work environment. Please respect a customer’s right to confidentiality.
Theft, which includes the removal of company, colleague’s or client’s property is unacceptable. 
You may be searched when entering or leaving the building or venue, do not be alarmed by this it is standard 
procedure at many of our venues. You will be paid for the time this takes as it is working time if this practice 
is used. 
Suppliers and Affiliated Businesses- the Arc team extends beyond your colleagues and managers. 
Transport companies, offices and suppliers are to be treated with the greatest respect. An example would 
be leaving litter on Arc transport or not returning a client’s uniform.
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Sustainability
Shaping the world of flexible work into a better place for all...

Our company vision is to shape the world of flexible work into a better place for all. This includes 
you, our team members, clients, our communities, and our planet. 

But what does our vision mean in practice? To shape flexible work into a better place for all, 
we researched the current issues in the industry and listened to our Team Members about their 
most pressing concerns, and as a result, we created our 2025 Impact Strategy. It takes on the 
current three biggest problems in our industry and maps the process how to achieve our vision. 
Our Impact Strategy is underpinned by three main goals:

1. Lead our industry to make recruitment and staffing fairer for all.
2. Support 1,000 people facing barriers to employment into work through Arc Academy.
3. Educate Arc people on the climate crisis and engage 5,000 to take climate action.
 
To keep you engaged and updated on our progress towards our goals, we are sharing our progress 
towards them publicly every year, in addition to our monthly blog posts with tips and research 
around these topics. You can find all the information on Our Impact part of our website www.
WeAreArc.co.uk/OurImpact 

Some of the ways you can get involved with our Impact Strategy and take climate action in your 
everyday Arc life are: 
• Answer our monthly transport survey to helps us measure our business’s carbon footprint 
• Learn how to encourage others to take climate action
• Take initiative and be part of the Arc People’s Pulse Forum where you can share your ideas for 

improvement
One person being 100% sustainable won’t change the world, but lots of people taking small steps 
will collectively make a big impact. Every single Team Member can start their climate action by 
taking a series of small simple steps, which will eventually build up to something big. These could 
be: 
• Recycling at home and in the workplace
• Walking, cycling, or taking public transport to work  
• Volunteering for one of our charity partners or in your own communities
• Using a reusable water bottle instead of a single-use one
• Encouraging others to take climate action 
We have over 10,000 Team Arc Members, if we all do 1 small, sustainable thing that will make 
a big impact. You have the opportunity to make these changes in your day-to-day life and have 
positive impacts as well. 

Internal vacancies and promotions
We’re often looking to expand our full-time management team and develop and upskill our 
employees. Internal full-time roles and graduate schemes, include People Operations Coordinators 
and Managers, Finance and Admin Assistants. 
These positions and any graduate schemes will be advertised on the Ubeya feeds and Indeed. If 
you are interested in any full-time roles when they become available, contact our People, Welfare 
and Compliance Manager, via sarahharrison@wearearc.co.uk.
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Event Set Up
Boxing a Table 
Tablecloths on buffet tables and drinks stations 
are often ‘boxed’ to leave neat square edges 
without overhanging excess cloth.

To box a table:
1. Place the cloth over 

the table and align the 
bottom edge neatly with 
the floor. Place your 
index finger on the front 
corner of the table to 
pin the cloth in place – 
Keep your finger fixed 
at this point throughout 
the process.

2. With your other hand 
pinch the back corner 
of the tablecloth and 
pull the pinched corner 
to the front edge so that 
the cloth is level at the 
front.

3. Pull the excess cloth 
from the side round so 
it tightens to give a square. Smooth out any 
crease to leave the tablecloth square.

4. Move the pinched cloth back down towards 
the bottom corner.

5. All of the excess 
cloth should now 
be folded inwards 
in a triangular 
shape.

Place Settings

3 Course plated setup
Take note of how a table is traditionally set, this 
may differ at different venues.
Table layout
Ensure tables and chairs are all set up to the 
same specification.
Knives and forks
Place both sides of 
the plate, forks on 
the left and knives 
on the right, dessert 
cutlery at the top 
of the plate. Knives 
should face the same way towards the left. 
Place side knife on the side plate, just off the 
centre to allow space for the bread.
Glasses
Position in a triangle or diamond on the right 
hand side of the plate, angled inwards from 
right to left- meaning the guest will not reach 
towards the person next to them. However this 
may differ from venue to venue. It is important 
that all places in the venue are set up the same! 
Red wine glasses are usually bigger to allow air 
to flow and the wine to ‘breathe’.

The picture 
below shows 
you how a set-up 
would usually 
look, make sure 
you are familiar 
with this before 
attending a set-
up shift!

Often we may ask you to attend shifts that involve preparing for large events. 
Here’s some top tips to make it easier on the day!

1

2

3

4

5

Top Tip:A quick way to remember which side the knives and forks go on is that fork has 4 letters, so has LEFT. Knife has 5 letters, so has RIGHT.
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Event Set Up
Traditional Napkin Folds:
The Rosebud
1. Lay the napkin face-down in 

front of you. Fold the napkin 
in half diagonally, with the 
open end pointing away from 
you.

2. Fold the far-right corner up 
diagonally so that the point 
rests on top of the far corner. 
The edge of this new flap 
should lay on the centre line.

3. Repeat this step on the other 
side, bringing the left-most 
corner up to meet the far 
corner, creating a diamond 
shape. Flip the napkin over 
with the open end pointing 
away from you.

4. Fold the bottom of the napkin 
up about 3/4 of the way as 
shown and press the fold 
down well. Flip the napkin 
over. Curl both sides up so 
they meet in the middle and 
tuck one into the other.

5. Stand it up and straighten it 
out.

The Crown
1. Lay the napkin face-down in 

front of you. Fold the napkin 
in half diagonally, so that the 
open ends are pointing away 
from you.

2. Fold the right-corner up so 
that the point rests directly 
on top of the middle-corner. 

The edge of this new flap should lay on the 
centre line of the napkin. Repeat this on 
the other side, bringing the left-most corner 
up to meet the middle-corner, creating a 
diamond shape.

3. Fold the bottom of the 
napkin up about 3/4 of the 
way and press this fold down 
well, then fold the smaller 
triangle down so the point 
rests on the near edge of the 
napkin. Press.

4. Curl the left and right sides 
of the napkin up so they 
meet in the middle and tuck 
one into the other. Stand it 
up and pull the two corners 
standing upright down, curl 
them to give a palm-tree 
effect.

Plated Service 
 
Carrying three plates:

1. Place three middle fingers on the bottom 
of the base plate, this is 
the base for carrying and 
clearing plates.

2. Spread your thumb and little 
finger across the rim of the 
base plate. Keep your thumb 
and finger straddling the 
plate as wide as possible.

3. Place second plate on 
forearm, thumb and little 
finger completing the all-
important 

4. Carry the third plate with your 
free hand.

1

2

3

4

5

1

2

3

4

3

4

1

2
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Food Service
V e g e t a r i a n : 
People who do not 
eat meat
Vegan: People who 
do not eat anything 
that comes from an 
animal: meat, eggs, 
dairy products
Lactose Intolerant: People who cannot 
eat dairy products – milk, cheese, cream, butter
Celiac (Gluten Free): People who cannot 
eat Gluten – wheat, oats, rice and barley.

Silver Service
Silver service is a form of service where food 
is served at the table by spoon and fork from 
platters carried by waiters. This is a very 
traditional means of serving. The spoon is 
wedged between the fore finger and the little 
and middle finger. The fork is pinched close to 
the top with the index finger and the thumb- 
the curved back of the fork should fit into the 
curved front of the spoon by moving the spoon 
upwards.
Always remember: serve to the guests left hand 
side, bending down low and place the flat tray 
of food as close to the plate as possible.  Pay 
attention to the presentation of the food on 
the plate and make sure this is 
consistent on all 
plates.

Dinner is served…
Solid food is served to the guest’s left hand 
side, liquids (coffee, soup, drinks) are served to 
the guest’s right hand side. 
The guest is always addressed from the right 
hand side.
Serve the table in a clockwise direction. The first 
guest to be served is usually distinguishable by 
the salt and pepper being in front of them. 
When serving customers, try and keep any 
additional plates away from the table in order 
to minimise any spillages. 
Be alert: If a table has not been ‘completed’ 
and guests are waiting to be served notify a 
supervisor or approach the customer.
Gift of the gab: REMEMBER customers 
are buying the ‘experience’, not just the food 
and drink. Try and refrain from generic phrases 
such as ‘was everything ok?’. Personalise the 
service, ask questions specific to the event, 
food or occasion.
Most common dietary requirements 
you may come across:

Top Tip:Watch out for any unfinished tables! Left over plates and cutlery on the tables look messy and waste time at the end of the night
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Food Service

Tea and Coffee
Tea and coffee service is often served following 
the dessert course. If cups and saucers are not 
already on the table, you should approach the 
table with a napkin covered tray with the correct 
number of saucers, cups and teaspoons. 
Setting the saucers in the middle of the tray, 
cups around the edge and teaspoons in one 
cup will help balance it.
When arriving to the table you should make the 
cup and saucer up on a tray, do not assemble it 
on the table! You should place a cup on the top 
saucer with the handle facing towards the right 
and place a teaspoon under the handle. Pick 
up the saucer with the cup on top and place it 
in front of the customer.
Before pouring tea and coffee, check that 
milk, sugar and any complimentary mints or 
chocolate are easily available for the customer. 
When pouring tea or coffee, pick up the saucer 
with the cup on top and pour away from the 
customer to prevent injury if a spillage should 
occur. Make sure you leave room for the milk 
and be careful not to burn anyone with a hot 
coffee pot, particularly if there it is a tight 
squeeze between tables.

Clearing 
Once the guests have finished their food you 
will usually return to the tables to clear away 
finished plates, cutlery and glass. Before 
clearing make sure that all customers on the 
table have finished their meal.

1. Plates should be 
‘cleared’ from the guest’s 
right hand side, whilst 
making sure that any 

additional plates are kept away from the table. 
You may have to politely ask customers to move 
aside. Plates are stacked on the foreman with 
the same ‘three points of contact technique’.

2. Pick up both the 
knife and fork and scrape 
any leftovers down onto the 
plate below. Make sure you 

are stood well away from your customer when 
you do this or turn to one side if you are pushed 
for space. Place knives at 12 o’clock position 
on the base plate, placing forks on top of the 
knives at 3 o’clock, scraping all surplus food 
onto the base plate. Always scrape away from 
the customers.

3. Once cleared, the base 
plate can be placed on top 
of the scraped plates and 
carried with two hands back 

to the kitchen.

1

2

3
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Definitions
“Pass”
Usually a long table, where the food presentation is checked and finalised before it is passed over 
to the service staff, It is the main point of communication between front of house and the kitchen.
“Front of House” or “FOH”
The front of house is the area where diners sit. Front of House staff are the waiters, waitresses, 
and hosts who interact with the guests. These staff are said to be “on the floor,” since they are 
visible representatives of the venue. 
“Back of House” or “BOH” 
The back of house is the staff area, where cooks and other support staff work. As a general rule, 
the back of house is a staff-only area. The back of house is the area in which food is stored and 
prepared, and it typically includes other staff areas such as a break room and changing area. 
“KP” or “Kitchen Porter”
A person employed to wash dishes and carry out other cleaning duties in the kitchen of a restaurant 
or hotel.
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Back of House
The key to an excellent front of house is an 
organised back of house. 
Many people believe that the key to excellent 
front of house service is having an extremely 
organised back of house operation. Kitchen 
Porters, although back of house and unseen 
by the customer, need to possess initiative 
and a degree of independence. So whether 
you are a kitchen assistant or a customer 
service assistant, please make sure you read 
up on this to ensure the back of house area is 
always clean, tidy and efficient.
After service
Undoubtedly, various bits of crockery and 
cutlery will need drying and “polishing” so 
make sure you know where to find the relevant 
things like hot water, cloths and spray.
Once each bit of equipment is dry and 
polished, you should put it back to where it 
belongs. Usually large plates get stacked 
neatly, cling filmed (to stop dust going on 
them) and then put into a crate, small plates 
the same but into a different sized crate, 
bowls the same etc. If you are stacking cups, 
all handles need to face the same way. Large 
forks need to be separated from small forks; 
large knives need to be separated from small 
knives. It is essential that this separation is 
accurate so that the next time it is all used it is 
ready to be put out. Clean glasses need to be 
put into crates facing down (it is easier to get 
them out using the stem then), if they are dirty 
u s e bucket to pour out dregs and store 

them in the crate facing upwards 
so everyone knows exactly which 

ones have been polished.
At the end of the night ensure 

you have swept and then 

mopped all the 
floors. Remember 
your shift doesn’t 
finish until the 
area is as clean 
and tidy as when 
you arrived.
Dishwashers
At large volume 
events it is 
common for the 
back of house 
team to be given 
an industrial dishwasher to speed up the clear 
down process. When using this equipment 
be sure to organise your dirty crockery before 
stacking neatly into the loading trays provided, 
ensuring that you use the overhead spray to 
remove the bulk of the leftovers. It is also a 
good idea to pay attention to the cleaning 
down of the dishwasher at the end of your shift 
so that you can do it yourself next time.
Definitions:
“Clearing Station” - A clearing station is 
an area where front of house staff will scrape 
plates into a bin, separate cutlery into relevant 
trays and stack crockery (and anything else like 
butter dishes sugar bowls etc.) neatly on top of 
a table ready to be washed. If clearing glass, 
front of house staff will need to pour dregs into 
a bucket.
“Polishing” - Polishing means removing all 
finger prints and soap off the item after drying. 
For this, all you need to do is spray a small 
amount of solution onto the item and use a dry 
cloth to remove any grease, finger prints and 
soap marks.
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Bar Service
Definitions:
Optic: a device that attaches to a bottle, dispensing a measure each time 
you depress it. 
Measure: gin, rum, vodka and whisky (25ml, 35ml, or multiples of these), 
and wine (by the bottle or specified quantities of 125ml & 175ml or multiples 
when sold by the glass or carafe in sizes of 250ml, 500ml, 750ml or 1 litre). 
Beer, Cider and Ale can only be sold by pints or half pints. Licensing conditions 
require that free tap water is available and that beer, cider, gin, rum, vodka, whisky 
& still wine are available in the minimum sizes specified above.
Waiter’s friend: a popular type of corkscrew with a folding body, similar to a 
pen knife.
Setting up for a bar shift:
• As with all shifts, get yourself familiar with your surroundings. Ask yourself: where are the 

nearby toilets and cash machines? Where can the guests buy cigarettes? Have I got a spare 
pen?  What time is last orders? Do I have change? Do I have ice?

• Know your products: check the draught beers, bottled beers/baby and split mixers/alco pops/
alcohol free drinks. Look on the till to see what price the drinks are, you will often get asked how 
much something is! Look at the optics to see which spirits are available, check the standard 
measurements as well as any wine lists.

• Cut lemons and limes in preparation.
• Locate and replenish (if needed) the speed rack and ice box – located under bar top. The speed 

rack is filled with a few of the most common spirits (normally vodka, gin, rum, tequila) so you 
don’t have to go to the bottles behind you. You will also find store and pour containers with a 
few of the most common juices (orange, lime, cranberry).

How to be a good bartender
Most is common sense, customers will be impressed with a few simple customer service tips.
• Heads up bartending: Service starts as soon as a customer walks into the bar/event, 

key to making people less impatient is catching their attention, 
let them know that you know they are there! Greet them with a 
smile. Where applicable give them a clean menu and napkin.
• Maximising sales: managers will be impressed if 
you can maximise their sales. If a customer asks for a gin and 
tonic, ask them positively with a nod of the head if they want a 
double or a large. Make them aware of drinks promotions and 
let them know if you able to provide table service at the venue.
• Always ensure you are wiping the bar down and keep it 
clean during service. You do not want a customer leaning 
on a sticky, wet bar. There are two types of bar cloth – Bar mop 
which is to clean the bar top, and a Bar Towel which is used for 
polishing glasses.
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Bar Service
The Art of Drinks Service:
• Always place a napkin down in front 
of the customer for the drink to go on
• Drinks to be poured in front of the 
customer where possible. 
Soft drinks: Ice, garnish (lemon or 
lime), straw.
Spirits and mixers: ESP (every serve 
perfect) - meaning a cool clean dry glass, 
plenty of ice, garnish, straw. Be aware 
of different measures, try and maximise 
sales. 
Cocktails: A cocktail is a combination 
of different products which create a 
specific balance of flavours. Popular 
types include: Bloody Mary - this is a 

savoury cocktail, blending vodka as the spirit with tomato juice and normally a splash of lemon 
juice, Worcestershire Sauce and a dash of Tabasco hot sauce, Mojito - a Cuban cocktail that 
mixes light rum with sugar/lime/mint leaves mixed together with ice and topped up with soda 
water, Margarita - one of the best known cocktails blending Tequila, sweet orange liqueur such as 
Cointreau and sour lime juice, White Russian - a blend of fresh cream, Kahlua and Vodka.
Mixed Drinks: This is a more simple mix of normally a spirit and a soft drink. Popular types 
include: Bucks Fizz- a combination of champagne and fresh orange juice, Rum and Coke, Vodka 
and Orange juice, Gin and Tonic.
Bitter: Cool clean dry branded glass usually tulip shaped, open tap and quickly pour, try not 
to touch the glass with the nozzle. Hand pull: place nozzle fully into the glass until touching the 
bottom, usually 3 ½ pulls will pour the perfect pint. You may need to pump some beer through 
the line before you pour the pint. Where 
necessary top-up to give 5-10mm of head. 
Some systems may vary. 
Stout/Guinness: Use a cool clean dry 
branded glass, again tilt at 45degree angle 
and pull down tap smoothly. Bring the drink 
to the top of the harp emblem or ¾ of the 
way up the glass. Place on the bar facing 
the customer (where appropriate) and allow 
it to settle. To top up slowly push the tap 
away from you to fill up the rest of the pint- 
creating a domed head.
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How to Pour 
the Perfect Pint
How to pour a perfect pint 
Customers drink with their eyes. The perfect pint should both look and taste great. A pint should 
legally consist of 95% liquid and 5% head, any more or any less and we may be short-changing 
the customer or our place of work!  Following these simple instructions will guarantee a perfect 
serve, every time, without fail.
Step 1
Select a cool, clean, dry branded glass. Any liquids, debris or heat already in the glass will effect 
both the taste and look of the drink. 
Step 2 
Hold the glass at a 45 degree angle to the tap. Open the tap quickly to 
pour. Never touch the nozzle with the side of the glass. This can affect 
the taste of the drink and is considered unhygienic. 
Step 3
Slowly tilt the glass until nearly full. Refrain from letting the beer hit 
the bottom of the glass initially, swishing the glass to create false head or pouring from a height. 
Although common techniques by bartenders these actions disperse the gas in carbonated beer, 
create a flat or overly frothy pint and ruin the overall look. Remember- customers drink with their 
eyes. 
Step 4
Some lager pumps you will be able to push the tap back to create the perfect head, some may 
have a small button on top of the tap. Ensure that you leave 1cm (5%) head on each pint.

Step 5
Place the drink on a drip mat, bar 
towel or clean napkin with any brand 
or label facing the customer. Ask the 
customer if they would like any other 
drinks or products.
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Bar Service
At the end of shift:
• Collect, wash and polish glasses
• Empty any bottle bins and take dispose of general rubbish.
• Make sure the bar is clean and dry- using the recommended cleaning procedures. 

You may be asked to remove nozzles from the beer pumps. 
• Cashing up a Till- Often if you have used a till during your shift, you will be required to 

count all the monies in the till drawer at the close of business and accurately enter 
the information on a Cashing up Sheet. This will then be checked by a team leader. 
You are responsible for any discrepancies between the actual cash and till report.

• Please note you may be ‘milked’ during your shift. This will involve a team leader 
or supervisor taking away any large amounts of cash you may have accumulated 
during your shift.

Cellar Information
The cellar is the area where bottled and draught drinks are stored, chilled and dispensed. This 
is a notoriously messy area. It is important that the cellar is kept clean, well-organised and well 
ventilated. Store stock neatly in date order, using the oldest stock first. When connecting your kegs 
ensure that the keg connector is lined up correctly with the fitting on the barrel. Once connected 
the barrel line will pressurise. You will need to ensure the gas is switched on and the fob is full 
before bleeding the valve. Any beer drained from the fob can be poured in to a bucket. 
No beer? Check there is beer in the keg, the fob is full and the gas is turned on and full. 
Safety
The cellar often contains several possible hazards - gas cylinders, chemicals etc. Consumables 
may also be stored here, so it needs to be kept clean. Hazards should be minimised with the 
following guidelines:
• Restrict entry to the cellar. 

Only trained persons should 
be allowed to enter.

• Clear up spillages 
immediately to prevent 
slipping hazards.

• Scrub the floor regularly to 
prevent mould and fungal 
growth.

• Keep the cellar at a constant 
temperature of 10-12oC.

• Use gloves and safety glasses 
for using line cleaners and 
chemicals in the cellar.
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Wine Waiting 
As a wine waiter you will provide a personalised 
drinks service to seated guests often at large 
events. This role is very customer focused and 
requires much more than simply serving drinks. 
You will have to display excellent interpersonal 
skills in order to build a rapport with the 
customers.
Drinks: Collect a tray covered with a napkin, 
take orders at the table starting with the main 
guest, if possible calculate the amount and 
collect monies at the table, relay all drinks from 
the bar back to the table ensuring everything 
is always carried on a tray. Be careful carrying 
the tray, avoid holding with two hands. Try and 
make space at the table to rest the tray if you 
are carrying a full round of drinks. 
Opening Wine

Place the knife of the bottle opener on the top 
of the lip of the bottle neck and turn the bottle 
to cut and remove the foil cap

TURN THE BOTTLE NOT THE KNIFE TO PREVENT 
INJURY

Screw the cork screw all the way into the cork 
– only screwing half way in may cause the cork 
to snap!

Placing the lever on the rim of the bottle, lift 
the handle up to remove the cork – take care 
not to get cork inside the bottle

Pour wine from the right hand side of the guest, 
making sure the label is visible. A glass of wine 
is approximately 2/3 (175ml) full

RED WINE served at ROOM TEMPERATURE

WHITE WINE and ROSÉ served CHILLED

Basic Wine Types

Popular Whites:

• Chardonnay – Fruity, buttery, with a 
velvety feel that’s typical for dry white wines.

• Pinot Grigio (aka Pinot Gris) – 
Simple, light-bodied, dry and crisp.

• Riesling – Usually very sweet, with intense 
fruit flavours. Much lighter than chardonnay.

• Sauvignon blanc – Dry, tart and acidic 
with herbal flavours as well as tropical fruit.

Popular Reds:

• Cabernet sauvignon – Full-bodied with 
herbal notes.

• Merlot – Fruity, spicy. Very soft, less tannic 
than Cabernet sauvignon.

• Pinot noir – Delicate and fresh, very soft 
tannins with fruity aromas.

• Zinfandel – Typically zesty, ranges from 
medium - to full-bodied.

• Rose:
• A pinkish type of wine that is often very light 

and crisp
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Table Service
First things first introduce yourself clearly to your tables, let them know you are there for them 
should they need anything throughout the evening. First impressions count for everything in this 
environment.
• Tidy tables, clearing glasses, cutlery and rubbish from the tables is essential to keeping your 

guests happy. 
• Glasses shouldn’t remain empty, either Replenish Replace or Remove. 
• At the end of the shift it is likely you will be tasked with collecting any remaining plates, cutlery 

and glasses. The more you can collect during the shift means the less to collect at the end.

Top Tip: Remember names and 
orders. Refill water jugs 

and ice buckets before the 

customer has to ask. Offer 

to help with other queries 
even if they are not drinks 

related!
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Alcohol Service
Challenge 25
Challenge 25 is a scheme that encourages anyone who is over 18 but looks under 25 to carry 
acceptable Identification with them when they want to buy alcohol. As a Bartender, you should 
ask anyone who appears under 25 for proof of age. It is a criminal offence to sell alcohol to anyone 
under the age of 18. 
The following are the only acceptable forms of ID: 
• A photo UK/EU driving licence
• A passport/National ID Card/Biometric Residence Permit
• A proof of age card, such as the PASS card from the national 

Proof of Age Standards Scheme
Fines of up to £20,000 apply to any person, parent or licensee who 
supplies alcohol to anyone under the age of 18 on licensed premises
How to spot a fake ID:
Photograph: Is this true likeness of the person?
Feel:The ID should have a flat, smooth surface. The photo and hologram should feel part of the 
ID, not “stuck on”
Borrowed: Has it been borrowed from friends or family? If unsure if photo, or age looks way off 
you could check by asking their date of birth, address, or star sign (if you know it…..)

Date of birth: Does the date of birth show that the customer 
is over 18?
Alcohol Content and Standard Units Measures
For measures of alcohol see page 17. The government 

recommendations for units are up to 14 units per week for both men and women. 
Refusal of Service
Recognising intoxicated behaviour and how to deal with it 
It is an offence to sell/serve alcohol to a drunken person, a manager or member of staff to be 
drunk while on licensed premises, or to sell alcohol to a person if it is intended for a drunken 
person. 
These are the telltale signs of Drunk and Disordely Conduct:  
Violent or aggressive reactions, Bloodshot eyes, Unusual or embarrassing behaviour, Inability to 
remain standing upstraight, Slurred Speech
If a customer appears under 25 and has no ID, if a drunk person asks to be served alcohol or if 
you suspect someone is trying to buy alcohol for someone who is drunk or underage you should…..
• Firmly but calmly refuse to serve or sell alcohol
• Explain your reasons for refusal and depersonalise it by referring to law or company policy
• If you have problems call a manager
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Hawking
Hawking is used to describe somebody selling 
something whilst being able to move around 
freely. A large range of our venues use hawkers 
to sell various products from merchandise 
and food, to programmes and drink. Hawkers 
sell products like: drinks, pies, chocolate 
bars, programmes, balloons, merchandise. 
Hawking involves carrying a heavy backpack 
so do not accept a Hawking shift unless you 
are comfortable carring the backpack and are 
phsyically able to do so.
Why do venues use hawkers? 
1. Queue busting
2. Ease of buying for customer
3. Maximise Sales
How can I be a first-class hawker?
No matter the product you are selling, the 
principle is the same. The idea is to do your very 
best to make your product easily accessible for 
customers. Hawking success is directly linked 
to effort! Here are some hints and tips on just 
how:
• Hold your product high up in the air so 

customers can see exactly what you are 
selling.

• Target people that look like they would want 
to buy your product (if it is drinks, head to 
people with empty glasses, if it is balloons, 
head to areas where there are a 
lot of children etc.)

• Look at where queues of people 
are and head to them- they may 
want to buy your product so that 
they don’t have to spend any 
extra time queuing

• Build a rapport with customers 
so that they will buy from you 
the next few times, ask them 
what times they would like you 
to return during the day.

• Stay enthusiastic- customers 

will always want to buy from you if you have 
a smile on your face and oodles of energy.

• Be approachable- Offer your product to 
people and upsell as much as possible

• Make sure you know which areas you are 
allowed to sell things in (particularly if you 
are selling beer- it could be detrimental if 
you sell in an unlicensed area).

• Organise your notes and coins in your money 
belt properly. Put all your £20 notes together, 
£10 notes etc. Keep them nice and flat ready 
to be counted at the end. Have coins in your 
zip bit so they don’t fall out.

• Always make the transaction first before you 
give the customer your product. 

• Use a fake note pen to avoid taking any 
counterfeit notes (if it is fake, then the ink on 
the pen will change to a black/purple colour. 
It may take a minute so check it properly)

• Know the price of the product and the change 
that you should give them- it will make it 
much easier and will reduce any mistakes. 

• We do not take £50 notes. There are two 
reasons for this; 1. It will use up all your 
change in your money belt. 2. £50 notes are 
often the most common notes that are faked. 
If someone gives you a £50 note apologise 
and politely tell them you can’t accept it and 
ask for smaller change.

• As hawking you may be 
given a card machine to process 
payments, you will be responsible 
for inputting the correct details and 
making sure the machine is fully 
charged so make sure you check 
battery and paper levels throughout 
your shift.  
• Ensure that your money 
balances up correctly each time 
you go back to the money taker.
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Hawking
• If selling alcohol, ID everyone who looks 
under 25. If someone is ordering many drinks, 
make sure you check the ID of all the people in 
the group 
• Check what cups you are using to avoid 
illegal over/under pouring. You will have either 
a pint to line cup – the beer must come up to 
the pint line marked on the cup, or a Pint to rim 
cup – the beer must come to the rim of cup.
• If you are selling draft beer, ensure your 
equipment is working before you sell. Make 
sure the tap is not too stiff and the gas is not 
too high. Do this by pouring a practise pint with 
a refiller before you leave the refilling station.
• Always take into consideration your proximity 
to the refilling station. When you feel like you’re 
going to run out of beer, start heading back and 
sell your final beers along the way. This is much 
more efficent.
• Only serve 4 beers per transaction. This is to 
stop indirect selling of alcohol and to stop any 
confusion with how many beers you have given 
them to how much money they then owe you. 
For example, if you sell 8 beers to a customer 
and they then pass the beers along to all their 
friends who walk off, you then say they owe 
you X amount, but they turn around and say 
you’ve only given them 7 beers. It’s your word 
against theirs and it will lead to bad customer 
service. If they want more than four, sell it in 
two transactions. 
• When serving bottles, you must always take 
the lids off and keep them in your money belt 
to then empty in to a bin later. This is a health 
and safety precaution as when the lids are left 
on the bottles can be thrown easily and can be 
slipped on.
• It is vital when selling beer to inform your 
money taker of any spillages or if you bring 
back any half pints when you reach the end of 
your keg. This way it can be recorded and will 
aid in your money balancing correctly at the 
end of your shift. 

Poruing draft beer from a backpack:
•  Hold the cup at a 45 degree angle to the 
nozzle of the tap with the nozzle touching the 
inside of the cup.
•  Quickly push the lever fully forward so the 
beer runs out smoothly. If you do this slowly the 
beer will be very frothy
•  As the cup fills up, slowly 
angle the pint back to upright.
•  Depending on which cup 
you are using (pint to line 
or pint to rim), as the beer 
reaches its pint mark, release 
the lever back to its original 
upright position. 
If you are unsure and not fully comfortable with 
pouring a perfect pint, check with the refillers 
before you go out to sell and they will show you. 
What to do if…
The beer is coming out but it’s too flat or too 
frothy. If you are serving a customer, politely 
apologise and say you are going to go and 
check your gas pump and direct them to another 
hawker. Go back to the refilling station and ask 
the refillers to check your gas bottle and level. 
Pour a practice pint with them to ensure the 
problem has been solved. If it is only slightly too 
frothy, wait for a minute or two to allow the froth 
to settle to then top it back up. Do not continue 
pouring the pint, letting the froth and beer pour 
onto the floor.
You run out of beer mid transaction. Apologise 
and refund the money for that beer to the 
customer and head them in the direction of 
another nearby hawker. Then make your way 
back to the refilling station and let the money 
taker know if you have bought back any half 
pints of beer so they can note it down 
to ensure your money balances up 
correctly. Do not sell any half 
pints to customers unless 
instructed otherwise.

Pint to 
Line Cup

                               
Pint to 

Rim Cup

38



 

Retail Catering
Before arriving: Ensure you research the 
event fully beforehand (what teams are playing, 
what bands are performing etc.)
Be organised: You will be there a few 
hours before the customers so make sure 
you have everything ready for service. Have 
your hotdogs prepared, other hot food up to 
serving temperature, have enough drinks out 
and cooling in your fridge and make sure you 
service area is clean. Have cups/glass next 
to easy reachable places and make sure you 
have napkins, condiments and milks/sugar 
on display and ensure your rubbish bins have 
liners.
Know what you are serving
Check your fridges and ovens to check exactly 
what you have in stock. It will change from each 
event. Look at the signs outside of the unit to 
see if there are any meal deals on, make sure 
you know them so that you can offer them to 
customers.
Try your best to obtain as much knowledge as 
possible about the products you are serving.
If you are serving customers hot food, serving 
temperate must be 65’C. Check this with the 
thermometer provided. Make sure you give 
them a napkin and cutlery. If they have a hot 
drink make sure they use a protective sleeve 
and lid. Explain to them where the condiments 
are to save them from asking.
If you have to take the tops off bottles at your 
venue, offer the customer a glass to pour it into.
Your retail unit will have shelves, fridges and 

display cabinets. 
Make sure all of 
these are stocked 
up and faced neatly 
throughout your 
shift. Have all labels 
facing the customer 
so they can see 
exactly what products 

are available. If you are 
restocking fridges then 
make sure that new stock 
goes at the back (this 
just allows it to cool a bit 
quicker). If stock is running 
low inform your supervisor 
to order more. Pies will 
need rotating to different 
areas of the oven to ensure they all remain at a 
constant heat.
Customers will want the most efficient service 
available so that they can get back to enjoying 
the event. To ensure this happens, make good 
eye contact, be friendly, organised, check your 
notes and any change. Where possible, be sure 
to offer up any meal deals.
There will be busy 
stages throughout 
the shift but also 
quieter ones. Utilise 
this time properly 
by doing things 
like cleaning your 
area, restocking, 
probing food and 
organising your till.
Stock Counts: 
This is one of the most important things 
when working in retail catering. Make sure you 
get the opening count, any transfers written 
down and the closing counts so the kiosk 
‘balances’ at the end of the shift
Remember: You are representing the venue 
you are working for so it is important that the 
customer leaves you with the view to coming 
back to excellent service.
At the end of your shift: All of the money 
in your till will be counted so make sure it is well 
organised throughout the day. Have all notes flat 
and all of your coins in the right compartments. 
Be sure to help your team leader count stock 
when required. Then sign out once you are done.

Top Tip:
Service starts as soon as a customer walks into the event, key to making people less impatient is catching their attention, let them know that you know they are there! Greet them with a smile.
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Allergins Awareness
Allergy and Intolerance 
People often get confused between an 
allergy and an intolerance but there are 
some clear differences.  An allergy is a 
response by the body’s immune system 
to a food / ingredient and even the 
slightest trace of some allergens, such 
as nuts, sesame seeds, eggs may cause 
adverse reactions, including potentially 
fatal anaphylactic shock. Whereas an 
intolerance is a non-immune system 
response to eating certain foods and 
it often happens because the body is 
unable to process it effectively.
The Legal Requirement
From December 2014 Food Information 
for Consumers Regulation 1169/2014 
came into effect making it a legal 
requirement for food businesses to 
provide allergen information for all food 
bought and/or consumed in and out of 
home environment. The customer can 
request allergen information for any 
food or drink.
Before Service
A full preservice brief is to be provided 
by the head chef or equivalent to the 
front of house team, identifying which 
allergens are present in which food 
items, and recorded on the Food Service 
Record. This must be cross-referenced 
to the information contained within 
the allergen folder before service. The 
allergen folder must 
be located at or near 
the point of service to 
allow a customer to 
access and reference.
Serving Customers
Customers with 
allergies have a 
responsibility to ensure 

that they avoid foods that are high risk. 
But you should encourage customers, 
with allergies or intolerances to certain 
foods, to seek assistance.
If a customer notifies of an allergy:
• Ask your team leader or supervisor 
where allergen information can be 
located and inform the customer of this 
or hand the information to them
• Then allow the customer to decide if 
the dish is safe for them to consume
Don’t:
• Assume the dish does not contain an 
allergen
• Verbally check with your manager or 
chef if the dish contains an allergen (only 
ask where the information can be found)
• Advise the customer what they can 
have
For further information refer to the 
Allergens Good Hygiene Practice 
Guideon the Gov Website
IN AN EMERGENCY
If a customer with an allergy becomes 
ill or you suspect a customer may be 
suffering from an allergic reaction:
• Always follow your unit emergency 

procedures in the first instance
• Where the situation requires call 999 

to summon emergency assistance
• Advise the emergency services that you 

suspect your customer 
may be suffering from 
anaphylaxis
• Do not move the 
customer
• Make sure that a 
member of the catering 
team remains with 
them until help arrives
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Know Your Allergins
Celery: This includes celery stalks, leaves, seeds and the root called celeriac. You can 
find celery in celery salt, salads, some meat products, soups and stock cubes.

Cereals containing gluten: Wheat, rye, barley and oats is often found in foods 
containing flour, such as some types of baking powder, batter, breadcrumbs, bread, 

cakes, couscous, meat products, pasta, pastry, sauces, soups and fried foods which are 
dusted with flour.

Crustaceans. Crabs, lobster, prawns and scampi are crustaceans: Shrimp paste, 
often used in Thai and south-east Asian curries or salads, is an ingredient to look out for.

Eggs: Eggs are often found in cakes, some meat products, mayonnaise, mousses, pasta, 
quiche, sauces and pastries or foods brushed or glazed with egg.

Fish: You will find this in some fish sauces, pizzas, relishes, salad dressings, stock cubes 
and Worcestershire sauce.

Lupin: Lupin flour and seeds can be used in some types of bread, pastries and even in 
pasta.

Milk: Milk is a common ingredient in butter, cheese, cream, milk powders and yoghurt. 
It can be found in foods brushed or glazed with milk, and powdered soups and sauces.

Molluscs: These include mussels, land snails, squid and whelks, but can also be 
commonly found in oyster sauce or as an ingredient in fish stews.

Mustard: Liquid mustard, mustard powder and mustard seeds fall into this category. 
Can also be found in breads, curries, marinades, meat products, salad dressings, sauces 

and soups.

Nuts: Not to be mistaken with peanuts (which are actually a legume and grow 
underground), this ingredient refers to nuts which grow on trees, like cashew nuts, 

almonds and hazelnuts. You can find nuts in breads, biscuits, crackers, desserts, nut powders 
(often used in Asian curries), stir-fried dishes, ice cream, marzipan (almond paste), nut oils 
and sauces.

Peanuts: Peanuts are actually a legume and grow underground, which is why it’s 
sometimes called a groundnut. Peanuts are often used as an ingredient in biscuits, 

cakes, curries, desserts, sauces (such as satay sauce), as well as in groundnut oil and peanut 
flour.

Sesame seeds: These seeds can often be found in bread (sprinkled on hamburger 
buns for example), breadsticks, houmous, sesame oil and tahini. They are sometimes 

toasted and used in salads.

Soyabean: Often found in bean curd, edamame beans, miso paste, textured soya 
protein, soya flour or tofu, soya is a staple ingredient in oriental food. It can also be 

found in desserts, ice cream, meat products, sauces and vegetarian products.

Sulphur dioxide: often used in dried fruit such as raisins, dried apricots and prunes. 
You might also find it in meat products, soft drinks, vegetables as well as in wine and 

beer. If you have asthma, you have a higher risk of developing a reaction to sulphur dioxide.
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Chef & Kitchen Work
“Don’t forget clean whites and sharp knives”, is the usual line our chefs hear shortly 
before their assignment.  Our chefs can be placed with either large brigades in nationally 
recognised restaurants, corporate dining, contract catering, match day hospitality on a 
permanent or temporary basis. It is important that you have the right approach to team 
work. Whilst working as a Chef with Arc Recruitment you might be working a barbecue one 
day then plating fine-dining desserts the next. As such it is vital that we know as much as is 
possible about your skills.

Your main tasks will include:
• Preparing, cooking and presenting food in line with required standards
• Making sure that food is served promptly
• Monitoring food production to ensure consistent quality and portion size
• Keeping preparation at the right level
• Stock control
• Following relevant hygiene, health and safety 
guidelines 
To do well as a chef, you will need: 
• The ability to work under pressure
• A keen interest in food and cooking
• Strong communication and leadership skills
• High standards of cleanliness and hygiene
• The ability to do several tasks at once
• Creativity and imagination for food presentation
• The ability to work as part of a team
• Good organisational skills 
Here are some of the tips that our Professional 
Kitchen staff have had to offer: 
• Get a good knife from the kitchen on site for the shift
• Sharpen your knife before service on the shift in question
• Mis-en-place – if you don’t have your station set or all ingredients weighed out and 
portioned in front of you you’ll be wasting time and playing catch up
Tips on starting a dish:
• Dry fry or fry dried herbs in a little oil to revive their flavours
• Season lightly
Tips to finish a dish:
• Montee au buerre or finish with butter – fat is flavour and finishing a sauce, risotto, stew 
with a knob of butter enriches the dish
• Add a splash of cream to enrich sauces
• Add a twist of lemon – it freshens the final flavour
• Taste, taste, taste
In the kitchen:
• Speak up, acknowledge your chef’s instructions
• Lookup, what do you have to cook next, and the check after that…
• Clean as you go, you have to meet hygiene standards. 
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Chef & Kitchen Work
Dress Code 

It is important you know the correct dress code for your placement. Some chef placements may 
need a worker to turn up in chef jacket, skull cap, apron and chef trousers. If you are unsure what to 
wear or what you may need or do not have the items desired by the client please contact your local 
Arc representative. DO NOT buy any items or equipment without speaking to your local Arc hub first.

Safety shoes 

You may need to have safety shoes for some kitchen placements. If you do not have safety shoes 
please speak to your local Arc hub as we will loan you a pair out of our stock. Please DO NOT buy 
any items or equipment without speaking to your local Arc hub first. 

Food Hygiene

Good food hygiene is all about controlling harmful bacteria, which can cause serious illness. The 
four main things to remember for good hygiene are: 

• Cross-contamination 

• Cleaning 

• Chilling 

• Cooking 

• Cross-contamination 

Cross-contamination is when bacteria are spread between food, surfaces or equipment. It is 
most likely to happen when raw food touches (or drips onto) ready-to-eat food, equipment or 
surfaces. Cross-contamination is one of the most common causes of food poisoning. Avoid cross-
contamination by doing the following: 

• Clean and disinfect work surfaces, chopping boards and equipment thoroughly before and after 
preparing food.  

• Use different equipment (including chopping boards and knives) for raw meat/poultry and ready-
to-eat food. 

• Wash your hands before preparing food and thoroughly after touching raw food. 

• Keep raw and ready-to-eat food apart at all times, including packaging material. 

• Store raw food below ready-to-eat food in the fridge. If possible, use separate fridges. 

• Provide separate working areas, storage facilities, clothing and staff for the handling of ready-
to-eat food. 

• Use separate machinery and equipment, such as vacuum packing machines, slicers and mincers, 
for raw and ready-to-eat food. 

• Separate cleaning materials, including cloths, sponges and mops, should be used in areas where 
ready-to-eat foods are stored, handled and prepared. 

Cleaning 

• Effective cleaning gets rid of bacteria on hands, equipment and surfaces. This helps stop harmful 
bacteria from spreading onto food.  

• Make sure that all your staff wash and dry their hands thoroughly before handling food. 
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Chef & Kitchen Work
• Clean and disinfect food areas and equipment between different tasks, especially after handling 
raw food. 

• Clear and clean as you go. Clear away used equipment, spilt food etc. as you work. 

• Use cleaning and disinfection products that are suitable for the job and follow the manufacturer’s 
instructions. 

• Disinfection products should meet BS EN standards. Check product labels for either of these 
codes: BS EN 1276 or BS EN 13697. Do not let food waste build up. 

Allergen Awareness for Back of House Staff

Very small amounts of some allergens, such as nuts, milk or eggs, can cause adverse reactions, 
including potentially fatal anaphylactic shock. Therefore, thorough cleaning that is effective in 
reducing the risks of allergen cross-contam ination should be used. 

Adequate procedures must be in place for cleaning production areas and machinery. Allergen 
cross-contamination can also be avoided by having dedicated equipment such as scales, sieves, 
knives, boards, storage bins. 

Ensure that you carry out checks on all packaging information to ensure it matches with recipe card. 
Following recipe specifications is a vital part of controlling the risk of allergens. Adding products not 
in the recipe specifications could have serious consequences, especially when adding an ingredient 
which is, or contains, a known allergen. Always follow the recipe specifications!

Finally, communication is an important part of controlling the risk of allergens. Before service, 
ensure you have briefed the front of house team as to what dishes contain what allergens. This 
information should be cross referenced with the information in the Allergens Folder. The folder 
must be located and displayed at, or near, the point of service to allow the customer easy access 
to the allergen information. 

For further information refer to the Allergen section of this Handbook.

 Chilling 

Chilling food properly helps to stop harmful bacteria from growing. Some food needs to be kept 
chilled to keep it safe, for example food with a ‘use by’ date, cooked dishes and other ready-to-eat 
food such as prepared salads and desserts. It is very important not to leave these types of food 
standing around at room temperature. 

• Check chilled food on delivery to make 
sure it is cold enough. 

• Put food that needs to be kept chilled in 
the fridge straight away. 

• Cool cooked food as quickly as possible 
and then put it in the fridge. 

• Keep chilled food out of the fridge 
for the shortest time possible during 
preparation. 

• Check regularly that your fridge and 
display units are cold enough. 
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Chef & Kitchen Work
Cooking 

Thorough cooking kills harmful bacteria in food. So it is extremely important to make sure that food 
is steaming hot all the way through when cooking or reheating food.

It is especially important to make sure that you thoroughly cook poultry, pork, rolled joints and 
products made from minced meat, such as burgers and sausages. They should not be served pink 
or rare and should be steaming hot all the way through. This is because there could be bacteria in 
the middle. Whole cuts of beef and lamb, such as steaks, cutlets and whole joints, can be served 
pink/rare as long as they are fully sealed on the outside.

Working with food?
What you need to know  
before you start
It is easy for you to spread bacteria to food without realising.  
These bacteria are invisible and could make customers ill.  
Your personal hygiene is important. 

This is what you need to do to keep food safe:

Before you start working with food

Always wash your 
hands

Wear clean clothes Wear an apron if 
handling unwrapped 
food

Tell your manager
if you have vomiting 
or diarrhoea and do 
not work with food

Take off your watch and jewellery It is a good idea to tie hair back and wear a hat or 
hairnet

When you are working with food

No smoking No eating or drinking Avoid touching your 
face, coughing or 
sneezing over food

Cover cuts with a 
brightly coloured 
waterproof dressing
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Betting Roles
Racecourses are fun and exciting venues for customers and staff alike. Racecourses are 
large venues so knowing your way around is essential. Working in betting requires high 
levels of customer service and attention to detail. You as a betting operator are the point of 
contact for all racing enquires whether it be the time of Race 4 at Newmarket or the odds 
on Captain Ruth running in the 2.10pm race at Hexham. Be certain you are aware if the 
major races that day and what races customers are likely to spend their money and bet on, 
for example the ‘Great St.Wilfred Stakes’ at Ripon. 

Why do People Bet?
Betting can be viewed as a game or activity. A customer is predicting an outcome and risking 
money in the hope of getting a return. If the risk is greater or they have risked more money 
often the customer will get a greater return. Most customers bet because they enjoy it or 
and are just looking to have fun. However some people bet as a means of making money or 
for other reasons including addiction.

Being Prepared to Take Bets
Ensure that your terminal or hand held device and any display screens are switched on and 
set up ready to process bets. You ensure you have access to pens, leaflets and spare till 
roll. Customers will notice neatly displayed leaflets, clean betting windows and information 
neatly displayed on tables in hospitality areas.

Be prepared that the busiest and most pressured time as an operator is last few minutes 
leading up to the start of a race. Be confident in explaining bet types and 
different choices for customers, remember that some customers may 
be first time ‘racegoers’!

Couriers and Table Service
Working as a courier on a hand held terminal is a great way to show 
off how well you are able to interact with different customers. 

Top Tips:
• Introduce yourself to customers and let them know that you will 
be coming to take bets before each race.

• Offering non-runner slips to customers is a great technique for engaging with them without 
forcing a sale; as the non-runners change this is an even better opportunity to interact with 
customers.

• Be proactive in phrasing questions in a way that makes customers want to bet e.g. “Are 
you ready to bet?”.

• Ensure that your float is stored in a secure location with a stationary operator and watch 
out for a money overload in your apron or money belt.

At the End of the Day
If you have been working at a daytime meeting be prepared that customers in your area 
have also placed bets on away evening racing so you need to remain open for late payouts. 
Before closing your area you should politely inform customers and check if they still want 
to bet.

Top Tip:Non-runners slips 
and betting information 

leaflets are a great 
way to engage with the 

customer and prevent 

invalid bets during the day. 
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Betting Roles
Processing a Bet
A bet is made up of three components:

1. BET TYPE: This is the outcome the customer is trying to predict (e.g. a customer may try 
and predict 1st place in a Win bet).

2. SELECTION:  This is the runner or horse for which the customer is risking their money on. 
Customers may provide you with names or numbers which are used to identify that runner 
when placing bets and settling results. Be prepared that a selection that does not come 
under starter’s orders becomes a non-runner and a bet on that selection will be void and 
often refunded.

3. UNIT STAKE: This is the amount of money the customer wishes to risk per bet, line or 
outcome.

 
How Much Will Customers Win?
The latest odds for a selection when the race starts is called Starting Price (SP). Racecourse 
Price (RP) is the return that an in-house betting operation will offer to customers after 
commission is deducted. Racecourse Price will not be less than SP – 10%. “Taking a price” 
is offering the customer the odds at the time they place their bet. This type of return is only 
available to certain betting operations or companies.

When a customer wins a bet their stake is always returned to them. Odds or prices can be 
displayed as fractions or decimals. Decimal odds already have the stake included and are 
displayed to a £1 stake. Fractional odds display the profit and stake separately.

Common fraction – decimal odds conversions:

 
The customer’s return is calculated by multiplying the odds or price by the unit stake. For 
example a customer who has a winning ticket with a unit stake of £10 and if the win return 
was 6.00, the customer would win £60:

Copy what the 
customer says

‘Issue’ after every 
bet

Repeat order back 
to customer

Take money, give 
change

Check ticketsHave a great day

10/1 11.00
5/1 6.00
1/1 2.00
6/1 7.00
25/10 26.00
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Betting Roles
Bet Types
Common bets that you are likely to be asked for on 
a racecourse as a betting operator can be divided 
into five categories: each category has a different 
level of risk as the customer is predicting different 
outcomes:

1. Win, Place, Each Way Bets

2. Forecast Bets

3. Trio Bets

4. Jackpot Bets

5. Accumulators

1. Win, Place, Each Way
Win 1st Place only 1 Bet

Place Bet A successful place bet could be 1st, 2nd, 3rd, 4th depending on the number of 
runners. As this type of bet is a lower risk than a win bet the return tends to be 
lower (the place return is typically ¼ or 1/5 of the win return).

1, 2, 3, 4 runners 1st place only.

5, 6, 7 runners 1st and 2nd place

8 or more runners 1st, 2nd and 3rd place

16 or more runners and a 
handicap race

1st, 2nd, 3rd and 4th 

1 Bet

Each Way Two bets: Bet 1 = Win Bet, Bet 2 = Place Bet. A customer asking for a £5 Each 
Way Bet will effectively receive a £5 win and £5 place on the same ticket so in 
this example the cost of that bet would = £10.

2 Bets

2. Forecast/ Exacata/ e.g. “5 to beat 7”
  

1st Place 2nd Place

Straight Forecast 1st AND 2nd in the correct order.  E.g. 
“straight forecast 5 and 7”   

5 7 1 Bet

Reverse Forecast 1st AND 2nd in either order. E.g. “reverse 
forecast 5 and 7”

5
7

7
5

2 Bets

Combination 
Forecast

1st AND 2nd in any order from at 
least three selections or more. E.g. 
“combination forecast 5, 7 and 1”

5
5
7
7
1
1

7
1
1
5
5
7

At least 6 
Bets

3. Trio/ Tricast/ Trifecta
1st Place 2nd Place 3rd Place

Straight Trio 1st AND 2nd AND 3rd in the 
correct order. E.g. “straight 
Trio 5, 7 and 1”

5 7 1 1 Bet

Combination Trio 1st AND 2nd AND 3rd in any 
order from at least three 
selections or more. E.g 
“combination trio 5, 7, and 1”

5
5
7
7
1
1

7
1
5
1
5
7

1
7
1
5
7
5

At least 6 
Bets
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4. Jackpot Bets
There are various horse racing and greyhound jackpot bets which will be relevant and often 
unique to the venue which you are working in. Variants include accumulators or pool bets 
typically on the first or last six races of the day.

Placed Accumulator E.g. chesterBET 
Easy6, RiponBET Place6

Pool Bet e.g. Tote Placepot

A selection to be placed on the last six races of the 
day.

A selection to be placed on the first six races of the 
day.

If a selection becomes a non-runner that leg is 
ignored, Place6 effectively becomes Place5.

If a selection becomes a non-runner, the favourite 
will automatically be selected for that leg.

If only one selection is picked in each leg = 1 bet. 
More selections can be added (perming) which will 
increase the number of bets, outcomes and total 
cost.

If only one selection is picked in each leg = 1 bet. 
More selections can be added (perming) which will 
increase the number of bets, outcomes and total 
cost.

Placed accumulator: customers are rewarded for 
their own selections based on prices.

Pool bet: winning tickets are paid the same equal 
dividend. Customers are relying on the number of 
people playing and number of runners.

5. Accumulators (Combining on different events or races)
Double Two selections in two separate races to win. Both selection must 

come in to receive a return. Each Way Doubles are available.
1 Bet
E/W Double = 2 Bets

Treble Three selections in three separate races to win. All selections must 
come in to receive a return. Each Way Trebles are available.

1 Bet
E/W Treble = 2 Bets

Quad/ 
Four-Fold

Four selections in four separate races to win. All selections must 
come in to receive a return. Each Way Quads are available.

1 Bet
E/W Quad = 2 Bets

Patent Three selections in three separate races to win in a package of 3 
singles, 3 double, 1 treble. Each Way Patents are available.

7 Bets
E/W Patent = 14 Bets

Yankee Four selections in four separate races to win in a package of 6 
doubles, 4 trebles, 1 four-fold. Each Way Yankees are available.

11 Bets
E/W Yankee = 22 Bets

Lucky 15 This is a Yankee Bet (6 doubles, 4 trebles, 1 four-fold) and 4 win 
singles. Each way Lucky 15 bets are also available.

15 Bets
E/W Lucky 15 = 30 
Bets

Gambling Commission
Gambling is a regulated industry. This means there are legal obligations regarding what you 
do at work. Your behaviour could affect the licence the racecourse has. You need to know 
about the three major principles of the law. A Gambling Commission officer may ask you 
questions to check your understanding of these principles:

1. Keep crime out of gambling
2. Openness and fairness
3. Protecting the young and vulnerable 
Keeping Crime Out of Gambling
• Theft and Robbery – Pick pocketing of couriers, theft of cash from betting positions, theft 
of cash in transit, internal theft.
• Cheating – Individual (slow counting, ambiguous instructions, slip tampering), Organised 
(sportsmen/women betting on themselves on their team). Customers can not return a ticket 
once they have left the betting booth.
• Money Laundering – This is legitimising cash  by obtaining the means to get it back into 
the banking system.
• Spending the Proceeds of Crime – Counterfeit notes, wild cash spending seemingly 
beyond means, known criminals spending cash.
• Money Lending – Anyone who seems to be lending cash commercially.
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Openness and Fairness
As workers in the gaming industry you must ensure 
that customers are treated fairly. This is achieved by 
ensuring the rules are applied equally, with a clear 
procedure for resolving complaints or enquiries. All 
betting booths should have the rules displayed nearby 
that customers should be able to have access to. As 
a betting operator you are not allowed to place bets 
on-site or influence a customer’s bet in anyway. Lucky 
Dip bets are often available to customers.

Protecting the Young and Vulnerable
• It is an offence for a person under the age of 18 to 
place a bet, accompany an adult who is placing a bet, 
or influence a bet (such as selecting a horse, choosing a colour or holding on to the betting 
slip).

• You must be able to guarantee that the customer you are serving is over the age of 
18. Ask for official identification such as a valid passport or driving licence.

• Politely refuse to serve a customer whilst they are accompanied  by a person under 
the age of 18 however use your common sense and customer service skills need to be 
maintained.
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Themed Attractions
Rides
Operating rides comes with comes with 
a lot of responsibility. Your priority is 
ensuring the health and safety of the 
visitors whilst they are near the rides, 
queuing and on the rides. Make sure 
you are ready for your start time and 
prepare for all weather  eventualities.  It 
is imperative that you are in a fit state to 
work, hangovers are a definite no when 
working in this environment! In keeping 
with the venue’s safety guidelines, it 
is a good idea to thoroughly check any 
machinery or equipment before you open 
to the public. This role requires you to be comfortable working with children and to maintain 
a calm, patient attitude. Be vigilant and on the ball when it comes to operating the ride, 
ensure limbs remain within the seating area and all visitors are kept safe. Ensure parents 
and carers are made aware of any safety guidelines. This role may require a valid CRB/DBS 
which will be provided by Arc free of charge to the Team Member. 

Catering and Retail
At most themed attraction sites there are many different areas for customers to purchase 
food, drink and souvenirs during the day. It’s important all staff are adaptable as you may 
have to work in more than one area/kiosk on a day as demand for different products changes. 
You will also need to familiarise yourself with key information about the attractions and any 
shows that may be on at the site you are working at in order to provide the best customer 
service possible. Please refer to our Retail Catering section for more tips and procedure 
when working in these environments. 

Show Stewards
Before a show- It is important that you complete the relevant health and safety checks at 
the show venue before any customers arrive. This includes ensuring all entrances and fire 

exits are clear and floors and stairways are accessible. Make 
sure all areas visible to customers are clean and tidy, with any 
litter disposed of. 

Just before the show you may have to check tickets. It is 
important at many of our venues that families with children 
are cared for so be aware that you may have to designate areas 
for child seats or prams to be left before entry to the venue. 
Be knowledgeable about other shows that may be happening 
during the day- check their start times and content.

During the show- Stairways, fire exits and pathways are to be 
kept clear at all times to ensure a safe and prompt route out 
of the area should you need to evacuate. If seats are available 
ensure that guests are seated. Beware of any customers who 
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Themed Attractions
may need attention or help during the show. This role 
may require a valid CRB/DBS.

Support Staff (Cleaning/Janitorial/Security)
These roles are vital in ensuring guests have the 
most enjoyable experience possible. You will need to 
know key information about the attractions where 
you are working and visitor facilities. It is essential 
you are well presented and do your job to the best of 
your abilities whether it it keeping public areas tidy 
and clean or keeping visitors safe and secure during 
their stay. This role may require a valid CRB/DBS.

Brand Ambassadors
Working as a Brand Ambassador is a fun and 
exciting role that requires an outgoing and confident 
approach! Roles often require you to promote a venue or event with flyers and information. 
Remember- it is your job to approach people in a confident manner, it is not strange to 
approach and talk to people you have not met before! Place yourself in areas visible to 
customers/crowds and be proactive. Slouching or disengagement with the task will be 
noticed by clients and customers alike. We also specialise in themed mascots which may 
require you to dress in costume at events. Often this will be for the benefit of younger 
audiences so try your hardest to be approachable and engage with children, this might be 
as simple as waving at an audience! 
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Office & Admin Roles
Working as an admin or office assistant, your role is to help and aid a team to achieve a 
specific project, monitor customer communication or it may be filing and organisation. In 
any of these tasks, it is important to understand, why you are there and how you can help. As 
this is a temporary role it is important to communicate clearly and listen to full instructions, 
so you are confident in your role and achieve success. 

While on placement, you will need to work well in a team and complete all tasks to the 
highest standard. It is important to always remain professional and organised.

Receptionist 
One of the key responsibilities as a receptionist is to offer a friendly, welcoming environment 
to a business or venue. As a receptionist, you will be one of the first points of contact and 
therefore representing the business or company you are working for, so it is extremely 
important to make a good impression by making sure you are polite and professional at all 
times with every guest. You never know who may walk through the door, it could be the CEO 
or the postman!

Main duties include:
• Welcoming guests into a business
• Answering and forwarding phone calls and queries
• Offering guidance and directing guests around the building
• Answering frequently asked questions 
• Booking meetings and making appointments
• Sorting and distributing post

Administrative Assistant 
As an admin assistant, this could involve 
multiple tasks and multi-tasking will be 
a key skill you will need to have. Always 
listen carefully to specific instructions and 
aim to go the extra mile while in a role, you 
never know where a good impression may 
lead to!

Main duties include:
• Completing admin or clerical tasks 

(such as filing, printing or scanning)
• Preparing or editing letters, emails, 

or reports
• Answering phone calls and queries
• Arranging meetings, appointments, 

and travel
• Organising folders or documents on 

a server
• Recording meeting minutes or 

transcribing
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Office & Admin Roles
Office Customer Service Representative/ Telephone 
Operator
An office customer service representative main role is 
to offer help, advice or guidance for a specific product 
or service. In this role, you will be expected to have 
excellent communication skills and you will need a good 
understanding of the business you are working for. You 
will be provided with brief training and material to answer 
queries, but initiative is key as you may get asked a 
question which is not provided directly to you.  
Main duties include:

• Answering phone calls in a polite and friendly 
manner

• Maintaining a positive and understanding attitude 
with customers always
• Responding quickly and efficiently
• Acknowledging and resolving customer complaints
• Working in a team and communicating with colleagues if necessary
• Processing orders, forms, or applications
• Keeping log and updated notes of calls 

Data Entry Clerk

In any business, data entry is key for tracking business and keeping on top of targets. In some 
businesses, they will require specific Data Entry Clerks who will maintain, check, and organise 
data. You will need to be very computer literate and have a keen eye for detail. Often with this 
type of role, there will be strict deadlines so the ability to work quickly and under pressure is 
key. 

Main duties include:

• Maintaining and updating data files
• Organising and filing online documents
• Using spreadsheets and word processing software
• Potentially using business specific software or databases
• Inputting data such as personal details (confidentiality is key)

Office Essential skills

• Communication- good verbal and written communication
• Adaptation to technology
• Often you will be working with new systems and online platforms, so being a quick learner 

is very important. Any existing technology skills will go a long way
• Organisation skills
• Organise your own workload, as well as, the client’s filing or admin
• Resourcefulness: adapt and use creative thinking to help achieve tasks quickly
• Detail orientated
• Good grammatical and spelling skills will be very beneficial
• Initiative: asking for additional workload, or completing useful tasks by anticipating the 

team’s needs will show your independence and key skills

54



 

Retail Roles
Retail roles include working on the shop floor, organising 
stock for online orders, sorting stock in warehouses and even 
delivering orders to people’s doors.  

Sales and Customer Service Assistants: 
As a customer service position, you’re there to assist customers 
and make sure their shopping experience is enjoyable, so they 
come back. A Sales Assistant create repeat business which in 
turn generates money for the business.

While on shift you’ll report to a retail manager or supervisor. 
They delegate your tasks and are the first port of call if there 
are any issues, either from you or the customers.

Main duties include:
• Greeting and serving customers from the moment they 

enter the shop

• Advising customers and answering any queries they may 
have, from stock availability and details of special offers to a product’s price

• Understanding the products

• Working on the tills and handling  customer’s transactions

• Selling and sometimes refunding items

• Helping to keep the shop floor clean and tidy

• Restocking goods when they’re selling out, and ensuring they’re attractively displayed

• Assisting with deliveries, taking products off a supplier’s truck and adding them to stock 

Warehouse Stock and Order Picking: 
Retail jobs don’t just exist on the shop floor, behind the scenes are some hardworking staff 
making sure stores have something to sell in the first place.

Main duties include:
• Helping to order and package stock

• Ensuring products are stocked correctly and safely

• Assisting with deliveries 

• Ensuring departments have enough stock

• Tracking products to make sure they arrive at their destination

• Working in large teams and liaising with departments 
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What does a retail shift look like? 
Before arriving: Ensure you have researched the company and role fully 
beforehand (what does the business do and who are their customers?)

Be organised: You will often be there a few hours before the customers so make sure you 
have everything ready for customers

Know what you are selling
Check your stock to check exactly what you have in and what you may need. It may change 
from shift to shift so make sure you’re aware of what you need that day. 

Ask managers if there are any deals on or anything you need to be made aware of so you 
can offer these to customers.

Try your best to obtain as much knowledge as possible about the products you are selling.

Make sure all of displays are stocked and faced neatly throughout your shift. Have all 
labels facing the customer so they can see exactly what products are available. If you are 
restocking food in fridges then make sure that new stock goes at the back (this just allows 
it to cool a bit quicker). If stock is running low inform your supervisor to order more. 

Customers will want the most efficent service possible
To ensure this happens, make good eye contact, be friendly, organised, check your notes 
and any change. Where possible, be sure to offer up any deals.

There will be busy stages throughout the shift but also quieter ones. Utilise this time 
properly by doing things like cleaning your area, restocking, and organising your till.

Stock Counts: This is one of the most important things when working in retail catering. 
Make sure you get the opening count, any transfers written 
down and the closing counts so the till ‘balances’ at the 
end of the shift 

At the end of your shift: All of the money in 
your till will be counted so make sure it is 
well organised throughout the day. Have 
all notes flat and all of your coins in the 
right compartments. Be sure to help 
your team leader count stock when 
required then sign out once you are 
done.
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Polices
Please visit our website www.wearearc.co.uk if you wish to view the 
below polices:
Privacy Policy
Data Retention Policy 
Cookies Policy 
Environmental Policy 
Sustainability Policy 
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Key Contacts 

www.wearearc.co.uk

www.facebook.com/wearearc

We Are Arc               @wearearc.co.uk
          

Arc Hospitality Recruitment Solutions is a limited company Registered in England. No 6626815 
Registered address: 61a Bold Street, Liverpool, L1 4EZ.

VAT Registration Number 936446207

Liverpool – Head office
61a Bold Street
Liverpool
L1 4EZ

Tel: 0151 331 5433
Email: liverpool@wearearc.co.uk

London Office
Unit 46 
City Business Centre
Lower Road
London
SE16 2XB

Tel: 07892 728332 / 07731 012127
Email: london@wearearc.co.uk

Midlands Office
Suite 106, Guildhall Building
12 Navigation Street
Birmingham
B2 4BT

Tel: 07907 574701
Email: midlands@wearearc.co.uk

Manchester Office
Suite 1.9, Universal Square
Devonshire St North
Manchester
M12 6JH

Tel: 0161 974 6115
Email: manchester@wearearc.co.uk

Yorkshire Office
The Leeming Building 
Ludgate Hill 
Leeds 
LS2 7HZ

Tel: 0151 331 5433
Email: yorkshire@wearearc.co.uk

Scotland Office
Suite 3.4, 
135 Buchanan Street
Glasgow
G1 2JA

Tel: 07928 128055 / 07907 575023
Email: scotland@wearearc.co.uk


