Conestoga Price Chopper Store Policies Annual Review

Form of Acknowledgement
Initial next to each topic you have received and read information about.  If you’re missing any of the parts listed, let your department manager know immediately.
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I acknowledge that I have received and read the above information, and that I clearly understand what is expected of me.  I understand that failure to comply with these policies can result in disciplinary action up to and including termination of employment.

Employee Name

Employee Signature

Date

Work Schedule

Breaks

Your department manager will schedule your breaks to allow for proper coverage in the department.  Retail employees are entitled to the following breaks.

	Length of Shift
	Unpaid Meal Break
	Paid Coffee Break

	Up to and including 3 hours
	0
	0

	Beyond 3 and up to 5 hours
	0
	1 x 15 minutes

	Beyond 5 and up to 7 hours
	1 x 30 minutes
	1 x 15 minutes

	Beyond 7 and up to 8 hours
	1 x 30 minutes
	2 x 15 minutes

	Beyond 8 and up to 10 hours
	1 x 60 minutes
	2 x 15 minutes

	Beyond 10 hours
	1 x 60 minutes

1 x 30 minutes (to be taken after the 10th hour)
	2 x 15 minutes


***Employees must punch for all lunch breaks***

Attendance

All employees are expected to arrive on time and be at their workstations at the start of their scheduled shift.  Employees are also expected to return from all breaks on time.  

All employees are expected to work each scheduled shift.  Should an absence or lateness be unavoidable, the store operator or a department manager must be notified verbally at least three hours prior to the beginning of the scheduled shift.

Time Off

Requests for time off must be provided in writing to the department manager at least seven days prior to the time you require off.  Every attempt will be made to accommodate such requests taking into consideration the operational needs of the store.

Leave of Absence

In general, an absence of more than 4 weeks will not be granted.  Consideration  will be give to requests for leave of absence for reasons of a serious nature or unusual circumstances.  Students requesting a leave to return to school will be asked to terminate, and will be given first opportunity to be rehired at the end of the school year, provided they left in good standing.  They will be rehired at the rate they left at.  Further information regarding leaves of absence can be found in the Employee Handbook.

General Health and Safety Overview

While we encourage you to have fun as you work, we require that you perform your duties in a safe manner.  Your safety, the safety of your co-workers, customers and visitors, and your continued employment with the company depend on you performing your job safely.  You should be aware that unsafe work practices can result in the termination of your employment.

Your department manager will review details of your health and safety responsibilities with you and you will be trained in how to perform your duties safely, how to properly and safely use equipment, and, if appropriate for your duties, you will be provided with personal protective equipment.  Under no circumstances is any employee to operate any equipment until properly trained.

Any safety concerns should be brought to the attention of your supervisor.  If they are of a serious nature they will be acted upon immediately.

As part of your duties as an employee of Conestoga Price Chopper, you are expected to follow these basic steps to help prevent accidents:

· Only use materials/machinery/equipment you have been trained to use.  Do not use anything if you are not trained and authorized to do so.

· Know the location of your emergency exit and the designated meeting area (the buggy corral closest to Harvey’s) in case of emergency.

· If you observe an unsafe condition (ex. water on the floor, broken glass) take actions to correct it and/or alert others to the unsafe condition.  Where necessary report this immediately to your supervisor or the store operator.

· If you do not know how to perform your job safely, ask your supervisor for instructions before attempting to do the job.

· Observe safety signs/notices.

· Use proper techniques when lifting.  If a product is too heavy for you to lift, request help.

· Understand the meaning of hazard symbols.

· Avoid unnecessary reaching and stretching that can cause strain.

· If your job requires you to use a knife, meat slicer or other machine with a blade, never touch the blade with your bare hand, and always use machine guards.

· Report accidents immediately to your supervisor or the store operator.  This is important as it makes the supervisor aware of a hazardous condition and she/he can then take actions to help prevent others from incurring the same injury.

Other safety roles and responsibilities include:

The Store Operator shall:

· ensure the health and safety of all employees by taking every reasonable precaution

· provide information, instruction, training, supervision and facilities that are necessary to the health and safety of the employees

· ensure that employees are made aware of the hazards, including but not limited to chemical hazards, they may encounter within the workplace and of the availability of personal protective equipment related to these hazards

· provide employees with necessary equipment, materials and protective devices

· ensure equipment, materials and protective devices are used properly and in a safe manner

· maintain equipment, materials and protective devices in good condition

· investigate accidents and report them to the proper authority as necessary

· consult and cooperate with the Joint Health and Safety Committee and its members

· respond in writing within 21 days to any health and safety recommendations submitted by the JHSC

· complete a monthly workplace inspection with an employee member of the JHSC

· post a copy of the Occupational Health and Safety Act and pertinent Regulations in an accessible location in the workplace

· post and re-post annually a copy of Conestoga Price Chopper’s Health and Safety Policy in an accessible location

· ensure Conestoga Price Chopper’s Health and Safety Program is properly implemented and reviewed annually

· cooperate with the Ministry of Labour and comply with the Occupational Health and Safety Act

· ensure that all employees comply with the OHSA and regulations

· act as Emergency Coordinator as per Conestoga Price Chopper’s Emergency Response Plan
Ref. Occupational Health and Safety Act, Section 25

Designated Managers shall:

· operate in the same manner as the store operator, according to the guidelines listed above and in the “Designated Manager Guide” 

· ensure the store is neat, clean and safe

· ensure operating guidelines are followed

· have knowledge of relevant health and safety policies, laws and procedures 

· complete the Designated Manager Action Card in the Designated Manager binder at the end of each shift

· act as Emergency Coordinator as per Conestoga Price Chopper’s Emergency Response Plan
Supervisors shall:

· ensure the health and safety of all employees by taking every reasonable precaution

· ensure that employees have completed department specific training with regard to equipment usage, chemical cleaning procedures, personal protective equipment and department safety rules and regulations

· enforce all safety rules consistently and support enforcement including disciplinary action

· ensure employees work in the manner and with the protective devices, measures and procedures required by the OHSA

· ensure all employees are advised of any potential or actual danger to health and safety of which the supervisor is aware

· report and investigate unsafe conditions, incidents or injuries and respond promptly when advised of unsafe and/or hazardous conditions

· make every reasonable attempt to resolve health and safety concerns of employees

· communicate to all subordinates any updates or new information received with regard to workplace health and safety

· instill, through action and example, a strong respect for workplace safety in all subordinates

· cooperate with the Ministry of Labour and comply with the Occupational Health and Safety Act

· implement emergency plans when necessary and ensure that employees have been properly trained to comply

Ref. Occupational Health and Safety Act, Section 27

Employees shall:

· work in compliance with the provisions of the OHSA and Regulations, and with  the internal policies and procedures of Conestoga Price Chopper

· understand and follow all health and safety rules, policies, practices and procedures

· take every reasonable precaution to protect themselves and coworkers from hazards and unsafe conditions

· use all equipment provided, including personal protective equipment, to safely complete tasks

· use equipment only in the manner intended

· not use any equipment they are not trained or authorized to use

· not carry out repairs, alterations or processing changes unless authorized to do so by the Store Operator or designate

· report to a supervisor the absence or defect of any equipment or protective device

· report to a supervisor any contravention of the OHSA and Regulations and any policies and procedures of Conestoga Price Chopper

· not remove or make ineffective any protective devices

· not use or operate any equipment, machine or device that may endanger themselves or others

· not work in any manner that may endanger themselves or others

· not engage in any prank, horseplay, running or rough and boisterous conduct

· consult and cooperate with the JHSC and its members

· promptly report hazardous conditions to their supervisor

· in the event of a workplace injury, regardless of severity,  immediately report to supervisor

· in the event of a lost-time injury,  maintain weekly contact with store management, as per Conestoga Price Chopper’s Return to Work Policy
· Other Safety Responsibilities

· Do not ride on the forks of forklifts

· Do not climb any of the racking systems

· All long hair must be tied up to prevent entanglement in machinery

· Do not remove any machine guards

· Do not store pallets against the walls

· All safety signs must be adhered to

· Horseplay and running will not be tolerated at any time

· Smoking is not permitted on company property

Ref. Occupational Health and Safety Act, Section 28
PPE at Conestoga Price Chopper

Conestoga Price Chopper has a variety of PPE for employees.  The type of PPE used depends on the work being done.  Table 1 outlines the PPE available at Conestoga Price Chopper, when it should be used, and how to use it effectively. It is expected that all employees engaging in any of the tasks listed in Table 1 will use the PPE associated with that task in the manner prescribed.  Before using any PPE ask your supervisor to demonstrate how to properly use and care for it.

Table 1. Use of Personal Protective Equipment

	PPE
	When to use it
	How to use it

	Reflective Vests
	When collecting buggies or otherwise working in the parking lot
	Wear vest over all other clothing, including coats

	Mesh Gloves


	When trimming and cutting meat


	Wear on hand not holding knife.  Change when cross contamination may occur

	Goggles


	When cleaning oven in deli

When adding water to power jack battery
	Place securely over eyes so entire eye and the areas above, below and immediately beside eye are properly covered

	Oven Mitts


	When using oven or objects that have just come out of the oven
	Place oven mitt on hand(s) that will be exposed to hot items

	Dust Mask
	When cleaning oven in deli
	Place securely over mouth and nose

	Rubber Gloves


	When cleaning oven in deli


	Place glove(s) on hand(s) that will be exposed to controlled product


Care and Maintenance of PPE

Employees are to properly care for PPE.  This includes using it only for the purposes outlined in this policy, cleaning personal protective equipment where necessary, and storing PPE in an appropriate manner in designated locations.  Table 2 outlines procedures for cleaning and storing PPE.  

Table 2. Cleaning and Storage of Personal Protective Equipment

	PPE
	Cleaning
	Storage

	Reflective Vests


	N/A
	Store on hook located beside time cards

	Mesh Gloves
	Wash, rinse and use sanitizer after each use or when cross contamination may occur
	Store in red bucket filled with sanitizer

	Goggles
	Wash and rinse after each use
	Store in plastic box on wall 

	Oven Mitts
	N/A
	Store in plastic box on wall 

	Dust Mask
	N/A
	Store in plastic box on wall 

	Rubber Gloves
	Rinse and dry after each use
	Store in plastic box on wall 


Missing or Damaged PPE

Prior to and following each use, employees should inspect PPE to ensure it is in proper working condition.  Employees who find PPE is missing or damaged must report it to a department manager or the store operator immediately.  Management who becomes aware of missing or damaged PPE must immediately take action to repair or replace the equipment in question.  Tasks that are likely to result in injury due to missing or damaged PPE (collecting buggies, trimming/cutting in meat department, handling hot items from the deli) should not be completed until PPE is repaired/replaced.

Emergency Response Plan

Evacuation Plan:

In case of an emergency that requires the evacuation of the premises, the following procedure should be followed

· The Designated Manager will make the decision to evacuate and make the following announcement:

“May I have your attention please.  We are experiencing a problem within the store.  As a safety precaution, we must ask you to leave your shopping cart where it is and proceed to the nearest exit without delay.  Our staff will assist you.”

· If time permits, this announcement should be repeated at least once.

· If time permits, the cash office staff should lock all cash in the safe and take the master key ring.

· Before evacuating, the cash office staff should retrieve the portable first aid kit from the cash office.

· Following the first evacuation announcement, all management and staff should begin directing customers to the nearest exit, assisting those in need and ensuring no one is left behind.

· Produce staff should push the bars on the front entrance down to allow for evacuation through those doors.

· Management, or the senior person in each department, is to ensure their department, including the backroom, coolers, prep rooms and floor, is empty before leaving, as long as it is safe to do so.

· All staff are to gather at the buggy corral at the southwest side of the parking lot and report to their supervisor.  The supervisor will report their headcount and any missing persons and their last known location to Designated Manager. Employees are to remain at the meeting place until otherwise instructed by the Designated Manager.

· Following evacuation, first aid trained staff should attend to victims until emergency personnel arrive.  Employees are not to engage in search and rescue activities.

Re-entry Procedure:
When emergency personnel inform the Designated Manager that it is safe to re-enter the store, the Designated Manager will instruct all staff to return to the building and give further direction as needed (ex. return to normal operating procedures).  If re-entry is not permitted, the Designated Manager will instruct staff.

Fire Procedures

In the event of a fire:

· Calmly make the “Code 22F to (location)” announcement to summon management.

· Following the announcement, the Designated Manager is to:

· Evacuate the danger zone

· Notify the fire department 

· Activate the fire alarm.

· Attempt to extinguish fire as long as it is safe to do so

· If the fire cannot be controlled, the Designated Manager will page “Code 22F Condition Yellow” to alert staff that the fire cannot be controlled and an evacuation is necessary then implement the Evacuation Plan.

Medical Emergency:
· In case of critical injury or fatality:

· Follow the steps outlined in Conestoga Price Chopper’s First Aid Procedures.

· Stay with the victim

· Page “Code 99” and give the location to summon first aid trained staff and call 911

· Do not alter the accident scene in any way.

Bomb Threat:

Prevention:

· Keep operating areas, washrooms, locker rooms, etc. free of debris

· Properly store flammable liquids

· Challenge strangers in non-customer areas of the store

If you receive a bomb threat:

· Remain calm and pay attention.

· Request that the caller repeat the message by pretending you do not understand or cannot hear.

· Obtain and record the following (see Appendix C)

· The exact time the call was received

· Type of background noise

· Sex of caller

· Approximate age of the caller

· Type of accent the caller speaks with

· State of caller – ex. intoxicated, calm, excited

· The location of the bomb

· A description of the bomb

· The time the bomb is set to explode or what will trigger explosion

· Reason for threat

· The location of the caller

· Immediately call police.

· Notify Designated Manager immediately.

· Do NOT discuss the call with ANYONE other than authorized personnel.

· Keep the line the call came in on clear – use another line to make outgoing calls.

Product Contamination:
Prevention:

· Challenge strangers in non-customer areas of the store.

· If a customer is loitering, particularly in the meat, deli/bakery or produce departments, approach and offer assistance.

If you receive a product contamination threat:

· Remain calm and pay attention.

· Request that the caller repeats the message by pretending you cannot hear or do not understand.

· Ask the following questions and record the answers:

· What product is contaminated?

· Where is it located?

· When, how and why was it contaminated?

· How much is contaminated?

· Also note characteristics listed under bomb threat.

Power Outage:
If there is a power failure in the store:

To ensure the safety of customers and to deter customers from walking out of the store with product, the following functions should be performed:

· Produce goes to the entrance to assist customers by opening the door until the Designated Manager makes the decision to lock the doors.  At this time, produce staff should stand outside to inform customers that the store has been temporarily closed due to a power outage.

· Front end goes to the exit to assist customers by opening the doors.

· Grocery, meat and deli patrol aisles

· Designated Manager will assess the situation and may close the store if the situation worsens (follow evacuation plan).

If the power remains off for one (1) hour or more

· Cover all frozen food

· Ensure all cooler doors remain closed
Forklift Policy

Authorized Operators
In compliance with the OHSA, only employees who have completed the approved training program are authorized to use the power jack.  Employees whose training has expired (more than three years old) are not authorized to use the power jack until they successfully renew their training.

Authorized employees must also meet the competency requirements outlined in the Occupational Health and Safety Act, Regulation 851, Section 51(2)(a).  To meet these requirements, operators must understand the OHSA regulations relating to lift-truck operation, the hazards associated with the work (including those associated with operation, environmental conditions, and activities), manufacturer’s specifications related to the safe operation and load handling of the lift truck, and the workplace-specific procedures established for worker safety (included in this policy).  Competent operators should also be able to conduct a pre-operational check, start-up and shut-down the lift-truck, safely perform general operation (ex. stopping, turning) of the lift-truck, properly load the lift-truck, and recharge the battery.  Operators must satisfactorily demonstrate the above knowledge to a person with expert knowledge of powered lift-trucks to be considered a competent person.  Records of this should be maintained by the employer.

All employees authorized to use the power jack will be assigned a key for the power jack.  No employee is to leave his or her key in the power jack unattended or give it to any unauthorized employee.

No unauthorized employee is to use the power jack for any reason.
Hazard Identification

The OHSA Section 25(2)(d) requires that employers inform workers of potential hazards in the workplace.  In compliance with this, hazards associated with lift-truck operation have been identified using information provided by the lift-truck manufacturer, a review of work processes, and an analysis of related injuries and accidents.  The table below lists potential hazards and procedures for prevention.

	Hazard
	Prevention

	Crushing Body Parts (operators and others)
	Follow Safe Operating Procedures; do not drive toward anyone; do not operate unless trained

	Falling Objects (operators and others)
	Properly balance and secure load prior to moving or raising; do not raise load above load backrest

	Acid Burns (when putting water in battery)
	Wear protective goggles

	Damage (to product, equipment, facilities)
	Follow Safe Operating Procedures; do not travel at excessive speeds; do not exceed load capacity; check for adequate overhead and side clearance; pickup/remove obstructions and objects on floor


Lifting Devices Policy

What is a lifting device?

The Occupational Health and Safety Act Regulation 851(1) defines a lifting device as "a device that is used to raise or lower any material or object...".
Lifting devices at Conestoga Price Chopper are:
- pump jacks
- ladders and step stools (including the orange ladders used in the grocery department and the ladder used in the deli)
- scissor lift

Operating Procedures

Authorized Operators

Any employee who satisfactorily completes the training requirements with their supervisor and is deemed a competent person is authorized to use the lifting device(s) they have been trained on.

Safe Operating Procedures

· Balance loads to avoid tipping the device

· Load device so objects are secure and will not fall off

· Do not overload the device to avoid strain when moving

· Do not ride or stand on lifting devices

· Always face the direction you are travelling

· Do not run over debris or objects on the floor (stop and remove objects)

· Do not travel at excessive speeds

· Do not exceed load capacity of device

· When approaching blind spots/corners, signal your presence

· Avoid sharp turns

· Do not operate with greasy hands

· Do not use any lifting device for any purpose other than that for which it was intended

· Keep feet clear of wheels when operating

· Keep hands and fingers in protective area of control handle, where applicable

· Do not clutter aisles with an excessive number of cases and lifting devices.  These can become tripping hazards. 

· Do not overload store hand trucks to prevent straining yourself when moving them.  Pile them so that your vision is not obstructed.  Make sure the load will pass through aisles and doorways and the way is clear before proceeding. 

· Barriers, warning signs, designated walkways or other safeguards must be provided where pedestrians are exposed to risk of collision

Safety Checks

General Safety Checks

Periodically employees should perform safety checks on lifting devices.  Look for damage that renders the device unsafe or violates manufacturer’s specifications, store policy or law.

Damaged/Unsafe Lifting Devices

Employees who find lifting devices that are damaged or otherwise unsafe to use should report this to their supervisor immediately and place the device out of service with a “Damaged: do not use” sign.  Supervisors made aware of unsafe lifting devices should take action to ensure the device is repaired or replaced.

First Aid Policy

First Aid Training:
First Aid training will be provided to interested employees as management deems necessary.  Training will be updated as required.

A minimum of one (1) first aid trained employee will be scheduled for each shift.

The names of trained staff will be posted on the Occupational Health and Safety Board in the lunchroom.

First Aid Equipment:

The following first aid equipment will be provided:

· Blankets (minimum of 2)

· Stretcher

· First Aid Kits

The locations of this equipment will be posted on the Occupational Health and Safety Board.  It is the responsibility of all employees to familiarize themselves with this list.

First Aid Kits will be checked as part of the JHSC monthly inspection to ensure they are properly maintained

 Critical Injuries:

In case of a critical injury:

· All Employees (see Appendix B)

· Stay with victim
· Page “Code 99” and give the location to summon first aid trained staff
· Call 911 – give store name and address, the closest intersection, your name, and the location and a brief description of the injury

· Immediately notify the Store Operator

· Notify the nearest Ministry of Labour office

· Do not alter the accident scene in any way
· Secure the accident scene – tape off area with security tape

                                                                 - if equipment is involved, tag and remove from service

· Supervisor
· Immediately respond to Code 99 and attend to injured person

· Ensure 911 has been called and someone is prepared to show emergency personnel to the accident scene

· Ensure accident scene and any equipment involved have been properly secured

· Ensure Store Operator has been notified

· Ensure Ministry of Labour has been notified and be prepared to meet inspector

· Complete accident report 

· First Aid Trained Staff
· Immediately respond to Code 99

· Assess the situation to ensure you aren’t endangering yourself

· Take any precautions necessary to protect yourself (ex. gloves)

· Attend to injured person as per training

Other Injuries:

All injuries must be reported to supervisor immediately and receive treatment as necessary.

Supervisor must fill out an accident report for all reported injuries

JHSC Policy

Functions of the JHSC:
The JHSC will perform the following functions:

· Hold monthly meetings

· Keep accurate minutes of the meetings

· Attend meetings or training sessions as determined

· Maintain an Occupational Health and Safety Board that meets OHSA requirements.

Functions of Designated Certified Members of the JHSC:

· Workplace safety inspections

· Work refusal investigations

· Accident investigations

Work Refusals:

Employees have the right to refuse work when any of the following conditions exist:

· Any machine, equipment or tool that an employee is using or is told to use is likely to endanger the employee or a co-worker

· The physical condition of the workplace or work station is likely to endanger the worker

· Any machine, equipment, tool, workplace or workstation is in violation of the OHSA and is likely to endanger the employee or a co-worker

In these cases, the employee will immediately notify their supervisor that work is being refused and explain why.  If the supervisor agrees, the work will be modified so it is safe, or employees will not be required to do the work.  If the supervisor disagrees and explains why the work is safe, but the employee still refuses it, the Ministry of Labour will be called in to investigate.  Another employee can be asked to complete the work while waiting for the Ministry of Labour, provided the work refusal situation is explained to them.

Roles and Responsibilities

The Store Operator shall:

· ensure the health and safety of all employees by taking every reasonable precaution

· provide information, instruction, training, supervision and facilities that are necessary to the health and safety of the employees

· ensure that employees are made aware of the hazards, including but not limited to chemical hazards, they may encounter within the workplace and of the availability of personal protective equipment related to these hazards

· provide employees with necessary equipment, materials and protective devices

· ensure equipment, materials and protective devices are used properly and in a safe manner

· maintain equipment, materials and protective devices in good condition

· investigate accidents and report them to the proper authority as necessary

· consult and cooperate with the Joint Health and Safety Committee and its members

· respond in writing within 21 days to any health and safety recommendations submitted by the JHSC

· complete a monthly workplace inspection with an employee member of the JHSC

· post a copy of the Occupational Health and Safety Act and pertinent Regulations in an accessible location in the workplace

· post and re-post annually a copy of Conestoga Price Chopper’s Health and Safety Policy in an accessible location

· ensure Conestoga Price Chopper’s Health and Safety Program is properly implemented and reviewed annually

· cooperate with the Ministry of Labour and comply with the Occupational Health and Safety Act

· ensure that all employees comply with the OHSA and regulations

· act as Emergency Coordinator as per Conestoga Price Chopper’s Emergency Response Plan
Ref. Occupational Health and Safety Act, Section 25

Designated Managers shall:

· operate in the same manner as the store operator, according to the guidelines listed above and in the “Designated Manager Guide” 

· ensure the store is neat, clean and safe

· ensure operating guidelines are followed

· have knowledge of relevant health and safety policies, laws and procedures 

· complete the Designated Manager Action Card in the Designated Manager binder at the end of each shift

· act as Emergency Coordinator as per Conestoga Price Chopper’s Emergency Response Plan
Supervisors shall:

· ensure the health and safety of all employees by taking every reasonable precaution

· ensure that employees have completed department specific training with regard to equipment usage, chemical cleaning procedures, personal protective equipment and department safety rules and regulations

· enforce all safety rules consistently and support enforcement including disciplinary action

· ensure employees work in the manner and with the protective devices, measures and procedures required by the OHSA

· ensure all employees are advised of any potential or actual danger to health and safety of which the supervisor is aware

· report and investigate unsafe conditions, incidents or injuries and respond promptly when advised of unsafe and/or hazardous conditions

· make every reasonable attempt to resolve health and safety concerns of employees

· communicate to all subordinates any updates or new information received with regard to workplace health and safety

· instill, through action and example, a strong respect for workplace safety in all subordinates

· cooperate with the Ministry of Labour and comply with the Occupational Health and Safety Act

· implement emergency plans when necessary and ensure that employees have been properly trained to comply

Ref. Occupational Health and Safety Act, Section 27

Employees shall:

· work in compliance with the provisions of the OHSA and Regulations, and with  the internal policies and procedures of Conestoga Price Chopper

· understand and follow all health and safety rules, policies, practices and procedures

· take every reasonable precaution to protect themselves and coworkers from hazards and unsafe conditions

· use all equipment provided, including personal protective equipment, to safely complete tasks

· use equipment only in the manner intended

· not use any equipment they are not trained or authorized to use

· not carry out repairs, alterations or processing changes unless authorized to do so by the Store Operator or designate

· report to a supervisor the absence or defect of any equipment or protective device

· report to a supervisor any contravention of the OHSA and Regulations and any policies and procedures of Conestoga Price Chopper

· not remove or make ineffective any protective devices

· not use or operate any equipment, machine or device that may endanger themselves or others

· not work in any manner that may endanger themselves or others

· not engage in any prank, horseplay, running or rough and boisterous conduct

· consult and cooperate with the JHSC and its members

· promptly report hazardous conditions to their supervisor

· in the event of a workplace injury, regardless of severity,  immediately report to supervisor

· in the event of a lost-time injury,  maintain weekly contact with store management, as per Conestoga Price Chopper’s Return to Work Policy
· not purchase anything for use in the store without having it authorized by the manager

· Other Safety Responsibilities

· Do not ride on the forks of forklifts

· Do not climb any of the racking systems

· All long hair must be tied up to prevent entanglement in machinery

· Do not remove any machine guards

· Do not store pallets against the walls

· All safety signs must be adhered to

· Horseplay and running will not be tolerated at any time

· Smoking is not permitted on company property

Ref. Occupational Health and Safety Act, Section 28

Housekeeping Policy

Hazards

Hazards associated with poor housekeeping include:

· Trips




· Slips




· Falling objects
Cuts or punctures

· Fire hazards

· Hygienic hazards

Training

As part of the training process outlined in Conestoga Price Chopper’s Orientation Policy, all employees will be trained in the housekeeping procedures described below.

Employee Responsibilities
Clean workstation

All employees are responsible for keeping their workstations clean at all times.  This includes removing debris and objects, cleaning spills immediately, and emptying garbage regularly.

Garbage

All employees are responsible for disposing of their own garbage in an appropriate manner.  Disposal of garbage should be done as necessary and not left until the end of the shift.

Sanitation

All employees are responsible for maintaining sanitary conditions in the workplace.  Sanitation procedures should be performed in such a way that maintains safe conditions.  Department specific training will be provided by department managers.

· Washrooms: Washrooms are to be stocked with toilet paper, disposable towels and hand soap.  Washrooms should be cleaned by employees daily to maintain sanitary conditions.
· Lunchroom: All employees who use the lunchroom must clean up after themselves.  This includes disposing of litter, washing tables, countertops and sinks, and clearing the floor of debris.

Floors

All employees are responsible for maintaining floors that are clean and free of debris on both the sales floor and the backroom.  Specifically, employees must:

· pick up debris immediately

· sweep the floor regularly

· clean spills immediately

· do not leave a spill unattended – ask for assistance

· place wet floor signs in the area

· accurately document all of the above activities in the sweeping log upon completion

Employees should take extra care at all times to pick up cardboard and plastic in customer traveled areas.

Employees should also look for other hazards (ex. loose tiles) and inform supervisor of these immediately.

Stairways

Stairways should be kept free of objects and debris to prevent slips and trips.

Lighting

Any lighting that is not working should be reported to a supervisor immediately for repair.

Storage

All material should be stored at least three feet below sprinkler heads.  Stored material should not obstruct aisles, stairways or exists.  Hazardous materials should be stored according to MSDS.

Maintenance of Building and Equipment

Regular maintenance of facilities and equipment should be conducted to prevent hazards.  The maintenance process includes:

· Inspections: Inspections of facilities and equipment will occur as outlined in relevant health and safety policies (ex. Forklift Policy) and as part of the JHSC monthly inspection.  Hazards will be noted and reported according to the guidelines set out in each policy.

· Maintenance:  Preventative maintenance will be conducted on equipment or facilities as per manufacturer’s instructions and store policy, by authorized personnel or maintenance workers.

· Repair:  Repairs to damaged/hazardous facilities/equipment will be made as soon as possible.  If necessary, equipment will be locked out until repairs can be completed.  Repairs are only to be completed by authorized staff or maintenance workers.

Floor Maintenance Procedures

The floor must be kept clear of any slip and fall hazards, such as plastic bags, flyers, etc.  It is part of each employee’s job to pick up such debris.  It is also part of each employee’s job to ensure the floor in their department – in both the store area and the backroom - is kept clean and swept regularly, spills are promptly mopped up and the sweeping logs located in each department are properly filled out every day.

Types of Spills

Greasy substances (ex. oil) – mark the area with wet floor signs, then spread an absorbent substance (ie. cat litter) over the spill and allow it soak up.  Remove the cat litter from the floor and ensure there is no residue left on the floor that may cause a slip and fall.  Ask for assistance if necessary.

Other spills – mark the area with wet floor signs then use a clean mop, bucket and water to mop up the spill.  Before mopping squeeze as much water out of the mop as possible to avoid creating a bigger mess.

Sweeping

The floors should be swept according to the following schedule:

Produce every 1 ½ hours (more often if necessary)

Meat every 2 ½ hours (more often if necessary)

Deli every 2 ½ hours (more often if necessary)

Grocery every 2 ½ hours (more often if necessary)

Front End every 2 ½ hours (more often if necessary)

Entrances every 1 ½ hours (more often if necessary)

Sweeping Logs

As much information as possible should be recorded in sweeping logs, including the exact time, the floor conditions, the actions you took, the area of the store and your initials.  Any information you can provide in addition to checking off the appropriate boxes is always helpful (ex. if you clean up an oil spill, you may write in that you used cat litter to absorb the spill then cleaned the litter up).

If you have any questions about sweeping logs, please direct them to your department manager immediately.

Pallets

Empty pallets should be stored in the backroom and left flat on the floor.  They should not be left on the sales floor or leaning against walls.

Lockout/Tagout Policy

Definition

Lockout is the process of physically neutralizing energy in equipment before carrying out maintenance or repairs.  This is usually done by stopping the flow of energy (ex. turn off), locking appropriate parts and securing equipment in a de-energized state.

Procedure

Isolation of Energy Sources

When:
before starting work on any equipment

How:
1.  Lock:
Notify affected personnel of duration of lockout




Shut down equipment




Place lock on appropriate areas


2.  Tag:
Place “Do not operate” tag on lock


3.  Clear:
Remove hazards and people from area around equipment


4.  Try:

Try to activate equipment then return to off/neutral position




Relieve or restrain residual energy




Test with appropriate equipment to ensure energy sources are




neutralized


5.  Release
When energy sources are neutralized, allow work to be done

Notes:
Locks can only be removed by the owner or designated personnel/maintenance


workers following a safety inspection.  Personnel must be notified when


equipment is re-energized

Isolation of Electrical Energy Sources

Procedures for isolation of electrical energy sources are the same as those above.  Prior to step 1 (Lock) equipment should be unplugged.

Isolation of Hydraulic or Pneumatic Systems

Procedures for isolation are the same as above.  Prior to step 1 all energy sources should be identified and disconnected.  Electrical power to the pump/compressor should also be disconnected and valves feeding the cylinder should be closed.

Responsibilities

All Employees

· Report damaged or malfunctioning equipment to supervisor immediately for lockout/tagout

· Do not remove lockout/tagout devices unless authorized by a supervisor

Supervisors

· Lockout/tagout equipment as necessary

· Communicate lockout/tagout and re-energizing of equipment to personnel

Maintenance Workers

· Isolate energy sources before beginning work and follow procedures outlined in this policy

When to Lockout Equipment

Equipment should be locked out before any maintenance, repairs or cleaning is performed.  This includes locking out deli slicers, meat saws and the automatic wrapper in the meat department each time the equipment is cleaned or the machine guards are removed.

WHMIS Policy

Training

All new hires are expected to attend a general training session.  WHMIS training will be introduced at this time.  New hires must also participate in department specific training to learn how to safely use, identify, handle and store hazardous materials specific to their jobs.

On a yearly basis, WHMIS training will be reviewed with all employees as part of the Refresher Training outlined in Conestoga Price Chopper’s Orientation Policy.

Hazardous Materials: Safe use, handling and storage

Hazardous materials cannot be used in the workplace if:

· it has not been approved for use,

· there is no MSDS for the product on site; or

· employees have not been trained in proper use, handling and storage techniques.

No hazardous material is to be taken off of store shelves for use at any time.

Ref. OHSA 37(3)

Hazardous materials approved for use in the store should be used only by employees trained in proper use, handling and storage of the particular product, and only for the purposes for which they were intended.

Employee Responsibilities

Employees are responsible for:

· Participating in WHMIS training

· Using training to protect health and safety of themselves, coworkers, customers, visitors and the general public

· Immediately informing supervisor of any supplier or workplace labels that have been removed, defaced or altered

· Immediately informing supervisor if they experience any problems while using, handling, storing or disposing of any hazardous product

· Always wearing protective equipment they have been instructed to wear

· Only using chemicals that are approved by the store

· Only using chemicals for their intended purposes

· Asking their supervisor any questions you have regarding the use of a chemical prior to using it

· Following safe procedures at all times

WHMIS Training Booklet

WHMIS is the Workplace Hazardous Materials Information System.  It provides information on using, storing and handling workplace hazardous materials.  It is every employee’s right to know about the hazardous materials used, stored and handled in the workplace.

The three main elements of WHMIS are labels, Material Safety Data Sheets (MSDS) and worker education.

Labels

Supplier labels have a distinctive slashed border and alert workers to the hazards of using a given hazardous material.  These labels should be in both English and French and should identify the product name, manufacturer, exposure effects, precautions for use, and first aid measures to be taken in the event of harmful exposure.  An example of a supplier label follows.

Workplace labels are attached at store level any time hazardous material is transferred from its original container into another container.  It must include the product name, precautions for use, reference to MSDS, and first aid measures to be taken in the event of harmful exposure.  Workplace labels do not need to be used if you transfer hazardous material to another container that has the product name printed on it and you use the material in this container yourself during the shift in which you transferred the material.  Workplace labels are stored in the manager’s office.  An example of a workplace label follows.

If you find a product with a damaged or missing label, you must report it to your supervisor immediately.

Material Safety Data Sheets

MSDS contain product identification and use, hazardous ingredients, physical data, fire and explosion hazards, reactivity data, toxicological properties, first aid measures, preventative measures, and preparation information for each hazardous product used in the store.  They must be updated every three years.  MSDS are located in the lunchroom and in each department.  An example of a MSDS and an information sheet follows.

Use and Storage of Hazardous Materials

All hazardous materials must have a proper, secure, designated storage area away from heat sources.  Any hazardous products that could react with one another must not be stored together.

No chemicals are to be taken from the shelf to use in the store at any time.  Your department manager will instruct you on the use of hazardous materials particular to your department.  These may include Kleenobowl, Purell, West Antiseptic Soap, West Chrome, West Dish Detergent, West Glass Cleaner, Westokleen RTU, Westosan, West Oven Cleaner, Westquat Sanitizer.

WHMIS Quiz

Name                                                                                           Date

1. What are the three main elements of WHMIS?

2. What information is included on a workplace label?

3. What information is included on a supplier label?

4. What do the eight WHMIS symbols mean?

5. Where are MSDS located?

6. What hazardous materials are used in our store?

7. Who attaches supplier labels to products?

8. What should you do if you find a workplace or supplier label that has been damaged, defaced or altered?

9. Check a MSDS for one of the chemicals used in your department. What is the name of the product? What are the precautionary measures?

Loss Prevention: Robbery Prevention

ROBBERY PREVENTION

INTRODUCTION

Robbery is a crime of opportunity in which the criminal has a definite advantage over the victim.

Robbery may never be eliminated but the key to reducing the chances of it occurring in our store is in PREVENTION.

Your safety and that of the customers is of the utmost importance to Sobeys Inc.  Experience has shown that trained personnel can reduce the threat of robbery.

This booklet suggests Six Steps to Robbery Prevention and Robbery Guidelines for the safety and protection of employees and customers should a robbery occur.

STAY VISIBLE!

Remember, robbers like quiet, one-on-one situations.

· Make sure that all your outside lighting is in good repair.  Don’t let areas remain dark where a robber can stand undetected.  Keep premises well lit at night (both inside and outside).

· Window advertising should be placed where outsiders, police and passersby still have a good view of the cash register area.

· Don’t set up counter displays which hide you and the cash register.  Robbers don’t want to be visible from the outside.  Robbers hate to perform for an audience.

CONTROL YOUR MONEY!

The money allowed in a cash register should be a working minimum.

· Do regular pick-ups, regular turn-ins, so large amounts of cash do not build up in the registers.

· Keep excess cash in store safe and ensure safe is locked at all times.

· Small amounts of cash held in the register is a major deterrent to robbery.

· Count money and prepare bank deposits in a secure area away from public view.  Ensure completed bank deposits are dropped in armoured safe immediately upon completion.

· When transporting money from the store:

· Do not use pre-marked money bags.

· Change the times and routes periodically.

· Make deposits during banking hours.

· Do not in any way draw attention to the fact that money is being carried.

Remember, you must make every effort to ensure that the amount available to a robber is not worth the risk.

RECOGNIZE DANGER!


· Be alert to suspicious looking persons loitering inside or  outside the store, particularly at opening and closing time or during the night.

· Do not hesitate to contact the police about suspicious persons and/or activity in or around your store.

· Don’t be afraid to offer assistance to a customer who appears to be loitering,  Remember, robbers don’t like to be recognized for fear of possible identification.

· Be alert for anyone seeking entry after you are closed.

· Keep emergency numbers right by the telephone and fully visible.

BE HONEST!

· Fake signs don’t help.  Robbers soon learn to ignore them.  The minimum amount in the cash register and good cash handling procedures is your best protection

· Be honest with yourself.  Do you practice the Six Steps to Robbery Prevention?

· Follow the prevention method in this booklet.

B. DURING THE ROBBERY

SAFETY FIRST

A robbery usually takes less than two minutes to complete.  If you had followed the Six Steps to Robbery Prevention there is nothing more you can do.

Your goal now is to help the robbery be completed as quickly and efficiently as possible.

Therefore, “Robbery Guidelines” have been developed to follow for the safety and protection of employees and customers.

ROBBERY GUIDELINES

1. Make every effort to remain calm.  You should expect strong language and should not overreact to threats.  It is likely that the robber will be nervous and tense.  Your calmness will allow you best to do as you are told and get them out of your store as quickly and safely as possible.

2. Do exactly what you are instructed to do.  Do not anticipate orders from the robber. In other words, make no move unless instructed.

3. Do not speak unless ordered to do so.  Do not anger the robber, do not argue or try to talk the robber out of his intention.

4. Under no circumstances should you jeopardize your own safety to make any attempt to stop the robber.  DON’T BE A HERO!  If you are facing a weapon, the odds are against you.

5. Do not attempt to activate and alarm or hold up button or escape unless you are absolutely certain your actions are beyond the view and hearing of the robber and his accomplices.

6. Be as observant as possible.  Try to get a good mental picture of the robber’s appearance without staring.  Remember, you will be asked to furnish a physical description of the suspect.

C. AFTER THE ROBBERY

You’ve just had a robbery.

Remain CALM.

By acting on the following in the order given you will have done everything possible to help apprehend the criminal.

1. Alert the police as soon as it is safe to do so.  Stay on the line until advised to hang up.  Answer all questions, but do not estimate/tell the amount of money stolen.  Let the store manager/supervisor do this after a cash audit is completed.

2. Advise store manager/supervisor who will advise others.

3. Request witnesses to stay until the police arrive.  If unwilling or unable obtain name, address and telephone number for the police.

4. Note and protect anything the robber may have touched for fingerprint evidence.

5. Complete the Suspect Identity Chart or write down your description of the robber.

6. Do not discuss the robbery with the media.  Refer them to the police.

Loss Prevention: Shoplifting

Shoplifting is becoming an ever-growing problem.  Store personnel are not police officers or loss prevention investigators, therefore, it is not suggested that they become too actively involved in the apprehension of dishonest shoppers. 

The first line of defense in deterring shoplifting is to develop a keen sense of customer awareness.  A simple “Hello” or “May I help you?” will not only establish good customer relations, but will also show a prospective shoplifter that you are aware of his or her presence and will no doubt prevent a theft from taking place.  However, on some occasions, it may become necessary for employees to apprehend a customer for shoplifting and therefore, the following information must be strictly adhered to so as to avoid possible civil or criminal liability as a result of a false apprehension:

· There must be complete visual continuity from the time the customer selects the product to the time the customer leaves the store without paying for it.  This is to ensure the product was not dumped before the customer left.  If the above mentioned factors cannot be satisfied, an apprehension should not be made even though you think the shopper has taken something.

· When making an apprehension the matter should be approached as delicately as possible.  Emphasis should be given to not embarrassing the suspected shoplifter any more than is necessary.  It is of equal importance not to draw the attention of any other shopper to the incident.

· When first approaching the suspect, you should:

· Identify yourself and your position in the store

· Tell the suspect that you believe they have something on their person which they neglected to pay for.

· Advise the suspect that it will be necessary to return to the store and discuss the matter further with you.

· Identify with the suspected shoplifter the area of his/her person that you saw the product concealed on and attempt to retrieve the item as soon as possible.  If the suspect refuses to turn over the item simply hold the person until the police arrive, as they have legal power to search.

· If the suspect resists, you have a legal right to use whatever force is necessary to detain the person, provided excessive force is not used.  However, it is our recommendation that if a suspect resists arrest and you feel you are in fear of bodily harm, allow the person to leave, but obtain a full description and license number, if applicable, and advise the police as soon as possible.

· Once you have successfully brought the party in question back into the store avoid verbal contact between the suspect and other employees.  Place the person in an office that is preferably out of public view.  If the suspect is a female, have a female member of your staff in the room with you.

· Notify the store operator.

· Call your local police department and advise them that you are holding a shoplifter.

Dress Code

All employees are required to wear an apron and either a tucked in golf shirt or a sweatshirt which are supplied by the company.  Employees must also wear presentable black jeans or dark blue or black docker pants and safe, presentable shoes, including athletic shoes.  A name badge will also be supplied and all employees are expected to wear it at all times.  All meat and deli employees will be expected to wear a company issued hat and hairnet.  Produce employees must wear a hairnet when cutting watermelons.

Make up and nail polish must be appropriate to the work environment.  A watch and ring may be worn, but costume jewelry and fancy earrings are not appropriate and may even be a safety hazard.

Employees are also expected to follow scrupulous personal cleanliness.  This includes wearing a clean uniform, practicing proper hand washing techniques and tying shoulder length hair back.

Baler Safe Operating Training
When operating the baler, I should:

· Inspect it to make sure it is not damaged and the area around it is clear

· Stand two (2) feet away from it when it is in operation

· Only put dry cardboard in the baler

· Make sure it is not overloaded

· Make sure it has stopped operating before opening the door

· Never place any part of my body in the baler

· Notify my supervisor right away if it appears to be damaged, malfunctioning or jammed so he/she can lock out the machine

· Ask my supervisor if I have any questions before using the baler

· Avoid horseplay in the area of the baler

· Stop the machine after the cardboard has been compressed if it does not do so automatically

Before making a bale, I should:

· Receive training from a qualified employee

· Follow the procedures outlined in this training each time I make a bale

Before using the baler, I should be given a demonstration and be familiar with:
· The control panel and the emergency stop button

· How to safely open and close the door, and how to load the baler

· The procedures listed above

If I have any questions about the compactor or any other store equipment, I should ask my supervisor before attempting to use the equipment.

If I feel it is unsafe for me to use the compactor or another piece of equipment for any reason, including lack of training, I will speak with my supervisor before attempting to use it.

Compactor Safe Operating Training
When operating the compactor, I should:

· Inspect it to make sure it is not damaged and the area around it is clear

· Stand two (2) feet away from it when it is in operation

· Only put garbage (not cardboard or produce) in the compactor

· Make sure it is not overloaded

· Make sure it has stopped operating before opening the door

· Never place any part of my body in the compactor

· Notify my supervisor right away if it appears to be damaged, malfunctioning or jammed so he/she can lock out the machine

· Ask my supervisor if I have any questions before using the compactor

· Avoid horseplay in the area of the compactor

Before using the compactor, I should be given a demonstration and be familiar with:
· The control panel and the emergency stop button

· How to open and close the door, and how to load the compactor

· The procedures listed above

If I have any questions about the compactor or any other store equipment, I should ask my supervisor before attempting to use the equipment.

If I feel it is unsafe for me to use the compactor or another piece of equipment for any reason, including lack of training, I will speak with my supervisor before attempting to use it.

Employee Purchase Policy

Most of our employees do their personal shopping at the store and this practice is encouraged and appreciated.  In order that these purchases be handled in an orderly and businesslike manner, the following policy has been set out:

· As a staff member, you are not allowed to process or weigh any product in any department for yourself, family or friends.

· If you must purchase any merchandise other than from the normal customer displays, this purchase must be authorized and signed by the department manager or store operator.

· You must have a receipt for all merchandise being consumed in the lunchroom or any other area of the store.

· You are only allowed to shop before or after scheduled working hours if the store is open for business, and you are to immediately take your purchases out of the store.

· As soon as the cashier ringing up your purchases identifies you as a store employee, she is to call code 2 to alert management of the impending transaction.

· You are to shop in the same manner as other customers.  This includes taking your turn at service counters and at the checkout.

Any employee will be subject to dismissal for theft of company product, assets or services.  This includes removing any company assets or products for personal use or resale, consuming product at work, and allowing others to remove any company product or asset, without the approval or authorization of designated managerial personnel.

It is against company policy for employees to purchase merchandise at reduced prices until it has been placed on display for sale to the public.  Discounting of merchandise in all instances is to be handled by the department manager with the approval of the store operator.  No employee is authorized to reduce product that they wish to purchase.  Under no circumstances will employees be allowed special discounts.  Unauthorized discounting by a supplier to an employee will be regarded as theft and will result in termination.

Samples left with employees are the property of the store.  If an employee wishes to remove a sample from the store supplier authorization must be on the item and it must be authorized by the store operator.

Parcel Checks may be conducted by store management when employees are leaving the store.  Employees must produce a receipt for merchandise purchased at store level in their possession at the time of the Parcel Check.  Participation in Parcel Checks is a condition of employment.

Customer Service Guide

CUSTOMER EXPECTATIONS

The need to provide exceptional Customer Service is based on the fact everyone has expectations.  Before your customers come into your store, they have a preconceived idea of what should happen.

If you meet their expectations, your service will be rated satisfactory.  But, if your service is different in any way, it becomes memorable.  If it was better than expected, you have provided your customers with EXCEPTIONAL CUSTOMER SERVICE.
In order to continually exceed the customer's expectations, we must not only focus on the products we are selling, but also on the personal interactions we have with our customers.  If all we do is focus on the product we sell, we risk being the same as everyone else, because other stores can match us in quality, variety, and price.

What makes US different from the competition is the way we treat ALL of our  customers.  You are the one thing that the competition cannot copy.

In order to exceed the customer's expectations, and keep the customer coming back again and again, both the product and the staff who work in the store must be exceptional.  If one or the other is poor, customers will find another store to shop in.

FIRST IMPRESSIONS ARE LASTING IMPRESSIONS

Your customers' impression of your store will be greatly influenced by the appearance of the products, the layout of the store, and the staff.  Recognizing this, you can see how important it is to look your best and help make sure your customer has a positive image of the store. Create a Positive Impression by ensuring:

· You are courteous, smile and make eye contact with each customer

· Your uniform is neat, clean and in good repair

· You are wearing your name badge -- this identifies you to the customer and is a sign of your willingness to provide personal assistance

· Clean, comfortable low heeled or running shoes -- NO canvas, 

NO multi-colors

· NO CHEWING GUM while on duty

· Hair is tidy, and if shoulder length, tied back tightly

· Nails are clean and well manicured -- conservative colors only

· Make up is geared to a working environment

· Jewelry is kept to a minimum 

· Your actions and behavior reflect a professional image

· You always include a sincere smile as part of your uniform

QUESTIONS

When customers ask questions, it gives you the opportunity to provide courteous service.  How you respond to the customer will, or will not, provide good customer relations.

The following techniques should be used when a customer asks a question.

· Stop what you are doing and give the customer your undivided attention, UNLESS you are serving another customer.  If you are not free, get someone else to assist the customer.  The customer asking the question may have been rude, but you should not be rude in return.

· Offer assistance.

· If you are uncertain of what the customer wants, ask for clarification.  Then help the customer with the correct information.  When in doubt, ask your Manager or CSM for the correct answer.

Never argue with the customer.  You may win the argument, but lose the customer and their business.

HOW TO DEAL EFFECTIVELY WITH COMPLAINTS

Generally, customers hesitate to complain.  In fact, only two in fifty customers will write a letter or complain about dissatisfaction even when it is a loss of several dollars.  Unhappy customers just shift their loyalty to another store.

A customer does you a favour when they call your attention to something in the store that needs to be corrected.  Of those customers who do complain, the vast majority 85 - 90% will come back for a least one more visit.  The act of making a complaint serves to dispel much of their anger about the bad experience.  After voicing their opinions, most people feel it only fair to give the store a second chance -- to see if there has been an improvement.

Here are some 'C.L.E.A.R.' steps to effectively deal with complaints.

C. Calm.  Remain calm and indicate your willingness to satisfy the customer.

L. Listen Carefully.  Ask for an explanation of the problem and hear the customer out.  Do not interrupt them.

E.     Empathy.  Assure the customer you understand their feelings.

A. Action.  Indicate what action will be taken to remedy the problem and when.  Arrive at customer satisfaction.

R. Re-establish credibility.  Thank the customer for bringing the issue to your attention and re-establish your store's credibility.

Buggy and Carry Out Policy

From time to time customers will request carry outs.  When this happens, employees should wear reflective vests and be alert.  Watch for traffic, slamming car doors or trunks, etc.

When bringing buggies in from parking lot take a small number at a time to avoid back strain and loss of control that could cause damage to customer vehicles or equipment.  Wear reflective vests.  

Finally, when bringing in buggies, employees should clean the buggy corrals and the area around the front of the store.  This includes collecting empty boxes left behind by customers and picking up flyers, plastic bags and other debris.  When this is done, it should be documented in the sweeping log.

Food Safety

Food Borne Illness and Spoilage

Potentially hazardous foods are most in danger of being contaminated.  Potentially hazardous foods include milk products, red meat, poultry, eggs, fish, soy products, sliced melons, cooked foods, tofu, shellfish and sprouts.

If these foods remain in the temperature danger zone – between 40 and 140F – for more than four hours, bacteria will grow.

Frequent Causes of Food Borne Illness

Failure to cook food properly to a high enough temperature

Poor hygiene

Mixing raw and cooked food

Leaving food in the temperature danger zone for too long

Cross-contamination

Regulatory Inspections

Any time an inspector visits the store, direct him to your department manager or store operator.  Do not volunteer information to him and don’t answer any questions.  That is up to management to do.

Personal Hygiene

All employees are expected to have clean, well-groomed hair; clean hands and fingernails; clean, washable outer garments; clean shoes; and suitable hair restraint.

All employees should wash hands and arms thoroughly and change disposable gloves before starting work, after eating, smoking, or otherwise touching mouth or anything that was in your mouth, after touching your face or hair, after sneezing or coughing, after working with trash, when changing from raw to cooked or ready to eat foods, after handling allergens (ex. peanuts), and after leaving the work area.

Don’t prepare food if you have or may be carrying an infectious disease, wear jewelry, carry items that could fall into food, wear nail polish or artificial nails, eat, drink, smoke, chew gum, store personal items or street clothes in food preparation areas.

Gloves

Any employee preparing food must wear disposable gloves when serving customers or handling prepared food.

Cuts

Any cuts, scratches, etc. on hands must be properly sanitized and bandaged/covered until they heal properly.

Handwashing

Employees must thoroughly wash hands and lower part of arms using warm water and soap, and rubbing hands together for 20-30 seconds before rinsing thoroughly and drying with disposable paper towels.

Receiving Food

When product is received, inspect it for:

Off-code, damaged, leaking, contaminated or soiled product

Items damaged by water, condensation or pests

Refrigerated foods warmer than 40F

Frozen food warmer than 32F (ice cream 14F)

Canned foods that are leaking, badly dented, pitted with rust or have swollen ends

Handle frozen or refrigerated foods first – get them into proper storage immediately.

Storage

Store all food in clean and tidy areas off the floor.  Arrange by “Strict Rotation” (by best before date, with oldest product at top or front; if no date, store on first in first out basis)

Store foods to avoid cross-contamination (uncooked below ready to eat, items that may drip below other items).

Store different types of meat in designated areas to avoid cross-contamination of species.

Store product so air can circulate around it.

Check stored food for signs of infestation and report this to your manager.

Do not store chemicals or cleaning supplies close to food or food contact items.

Check produce for mold, slime, decay and over-ripeness.

Store hot food items above 140F.

Food Preparation and Handling

Always clean and sanitize all food contact items when switching from one kind of raw animal product to another, when switching from raw to ready to eat foods, after four hours interruption in use, after the last use of each work day, and any time they may be contaminated (ex. falls of floor).

Wear disposable gloves and handle food with utensils where possible.

Keep prep areas free of clutter.

Wash hands and change gloves frequently.

Do not keep food in the temperature danger zone any longer than necessary.

Allergy Inquiries

If a customer has an allergy inquiry direct them to your department manager or store operator.  Never make the decision for a customer.  If you don’t know, say ‘I don’t know.’

Pest Control

Regularly remove dirt, dust, debris, insect webbing, mold, etc. from floors, walls, cracks, fixtures and equipment.

Store and dispose of garbage so they will not contaminate foods, attract pests, or contribute to unsanitary conditions.

Empty trash containers as necessary to avoid overflow.

Clean washrooms regularly.  Ensure they are supplied with soap and disposable towels.

Food Check Peel

Food Check Peel is a program that ensures our store is up to food safety standards.  If we do not meet the requirements the store can be shut down.  In order to pass the Food Check Peel inspections we ask that all employees:

· Do not keep food, drinks or personal items in departments

· Wear hair nets when working in the deli or meat department or when cutting watermelons

Wear gloves when handling food in the deli and meat departments and when cutting watermelons

Electronic Devices

The use of electronic devices by store employees leaves customers with the impression that our staff are not approachable and unwilling to assist them.  Therefore, in order to better serve our customers it is against store policy for employees to use cell phones, iPods, MP3 players, or other electronic devices while on duty, or wearing the Price Chopper uniform in customer areas of the store.

All electronic devices should be stored in the lockers provided with other personal items.  If it is necessary to make a personal local call (ex. to arrange child care if asked to stay late, to arrange for a ride home at the end of your shift), employees may briefly use the store phone.

