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CELLAR DOOR OPERATIONS MANUAL TEMPLATES

Compliance with various quality programs can be either mandatory or voluntary depending on the program, however many businesses choose to operate under different programs because of the benefits.  For example, compliance with programs such as ISO9001 may be compulsory if you wish to deal with certain companies; others, such as HACCP are mandatory if you offer food service; and things like Tourism Accreditation help you stand out from the crowd and garner support from tourism organisations.  

Regardless of the type of program you belong to, there will be a minimum reporting requirement that requires a whole lot of preparation work.  Even entering Tourism Awards requires in depth information about your business and marketing plan, as does going to the bank for money.  And that’s a great base to start from, but it doesn’t address the operational aspects of your business – what happens on a daily basis.  Even in the smallest cellar door operation, it’s unlikely that just one person will be totally responsible for absolutely every aspect of the operation – they’re sure to need a day off at some point.  So how do you ensure that others know what needs to be done, without resorting to lengthy one-on-one handovers?

Standard Operating Procedures (SOP’s) are the answer.  These can be as simple or as complex as the business requires.  Multi-faceted wine tourism enterprises are likely to require SOP’s for each section or department, whereas a small cellar door that simply offers tastings and tours might require just one.

So what do you include?  Quite simply, everything that requires a “procedure” to operate it.  Some things might seem to be basic common sense, but if you’re expecting someone else to do things “just the way you do”, you’ll need to document it.  

This might sound incredibly basic and mundane, but if one of those items is forgotten it might impact negatively on the visitor experience or even prevent you from conducting business at all.  If you’re still hanging out the “closed” sign at midday, you might wonder why you’re not get any visitors at all!

From a Quality Assurance and Occupational Health and Safety perspective, SOP’s are absolutely critical.  Some insurance funds will require that you have printed documents that are accessible to all staff detailing the standard and emergency procedures for handling certain products.  Most cellar door facilities don’t require the use of dangerous chemicals, however Material Safety Data Sheets (MSDS) should form part of the procedures manual where applicable.

· The information provided in italics represents examples of Cellar Door responses.
· You can use these templates as a guide, or feel free to adapt the existing information in italics to suit your own business.
The following pages are intended as a guide only - all information contained within this document is believed to be accurate at the time of writing. The authors have taken all reasonable care in the preparation of the templates, however, they are not comprehensive. It is the responsibility of the individual businesses to tailor the documents to reflect their circumstances. 

For further information and assistance contact Wine Food Tourism Strategies Pty Ltd at admin@winefoodtourism.com.au 

CELLAR DOOR PROCEDURES CHECKLIST
Following is a checklist of components that may form the basis of your Cellar Door Procedures Manual.

· Opening Cellar Door

· Closing Cellar Door

· Dealing with Customers

· Handling Complaints

· Cash Register Programming

· Making Sales

· Banking

· Using the EFTPOS Terminal

· Preparing Wine for Tasting

· Conducting Wine Tastings

· Responsible Service of Alcohol

· Stock Control/Inventory Management

· Ordering & Purchasing

· Tasting Stock Request Form

· General Cellar Door Duties

· Manual Handling

· Packing and Delivering Wine Purchases

· Waste Disposal

· Cleaning & Maintenance

· Telephone Answering

· Correspondence

· Routine Information

· Responding to Emergencies

· Hold Up Procedures

· Theft Minimisation & Reporting

· Power Failure

· Evacuation Procedures

· Bookings & Cancellations

· Functions

If you conduct tours, operate a restaurant or accommodation facility you will need to have separate procedures and check lists to cover these areas.  
CELLAR DOOR BOOKINGS AND CANCELLATIONS
Your policies and procedures relating to taking bookings, confirming bookings, and what you do if someone cancels their booking should be written down and made available to staff as part of their induction training, and included in the operations manual for every day reference as required.  

Sometimes different people within your business will be dealing with customer bookings, so it is important to make sure the information is recorded accurately, so that proper preparations can be made.

	Bookings and Confirmations

List the methods or procedures you use to record bookings such as using a diary, a booking slip, or a spreadsheet on a computer. 
List the methods or procedures you use to confirm bookings such as writing a letter, sending an email or making a phone call. If you don’t confirm some bookings because customers come at short notice, then say so here. 

· Group Bookings for Cellar Door tastings can be taken by phone, fax, email, mail or in person at Cellar Door.

· Restaurant bookings can be taken by phone, fax, email, mail or in person. 

· Ask for the person’s full name, address and contact details, and write this down. 

· Briefly and accurately describe the Cellar Door / Restaurant experience.

· Ask how they found out about us and record.

· Send a written confirmation – mail, fax or email.  Include details of the tasting dates, times, inclusions and costs.  

· Send a receipt for the deposit and confirm the balance owed and when it is due.  Include our cancellation policy with the confirmation.

· Advise other people/department or staff who need to know about the booking.

Cancellations

· What is your cancellation policy and how do you ensure that your customers have read it by the time their booking is confirmed? Is it explained clearly in your brochures, website, tariff sheet or letter of confirmation?

· Our Cancellations Policy is always brought to the attention of our customers at the time of booking or confirmation, and is also available in writing.  
· We include our Cancellation Policy on our website, in our brochures and on our confirmation forms.


CELLAR DOOR CLEANING AND DAILY MAINTENANCE
	Cellar Door 
	Responsibility

	Set up Procedure:

· Check stock levels and fill fridges and record tasting samples

· Date sample bottles

· Prepare cash float 

· Set up tasting glasses and check spittoon

· Fill water jugs

· Wipe outdoor tables and open umbrellas

· Dust displays and freshen up point of sale displays

· Open tasting stock and check samples

· Deliver daily staff update

· Check toilets

· Fill brochure racks

· Unlock front gate and display open sign

	

	Daily periodical:

· Check toilets and wipe basins every 90 minutes

· Remove surplus cash from registers and record 

· Record comments, problems, incidents and feedback into day book

· Wipe down outdoor tables and check for litter

· Empty spittoons

· Check point of sale displays


	

	Break-Down Procedure:

· Wipe benches and disinfect spittoons
· Reconcile sales with final stock count and record totals
· etc

· etc


	


CELLAR DOOR MAINTENANCE SCHEDULE
	ACTION REQUIRED
	WHEN
	BY WHOM
	COMPLETE

	Transport – vehicle serviced
	Every 10,000 kms
	Manager
	Yes or No

	Equipment – computer and office equipment (photocopier, fax machine etc)
	3 monthly
	Contractors (list name of business)
	Yes or No

	Buildings – external cleaning and painting
	6 monthly
	Manager
	Yes or No

	Driveways – filling in of pot holes, weeding
	weekly
	Manager
	Yes or No

	Signage – external and internal.  Check for cleanliness, graffiti, overhanging branches and other obstructions
	fortnightly
	Manager
	Yes or No


 CELLAR DOOR ORDERING AND PURCHASING
It is important that policies and procedures are written down in your operations manual and are available to all staff to follow. 

These policies and procedures should be incorporated in induction training, and in regular ongoing training to ensure comprehension and compliance.  

Policies:

All equipment purchased will meet relevant Australian Standards.

All goods purchased will where possible be locally sourced, and Australian made.

Staff must check list of preferred suppliers for each item required.

Approval for all ordering and purchasing must be obtained from the Manager prior to proceeding with the transaction.

	Procedures
	Responsibility

	Commonly used and perishable stock (e.g. foodstuffs, stationary etc) to be checked on a daily basis and a record made of volumes required for the following weeks

Less commonly used stock to be checked on a weekly and fortnightly basis as required

Use preferred suppliers or source quotes from three companies

Obtain written approval from manager to proceed with the purchase

Keep a record in the purchasing and order books of all goods on order

Check these off when they have been received
	Manager

Manager

Manager


MANAGING CELLAR DOOR GOODS AND SERVICES
This section requires the documentation of safe handling procedures for all goods and foodstuffs used within the Cellar Door operation.

	Activity
	Responsibility

	All heavy or hazardous equipment and goods must be handled using the workplace safety guidelines as displayed and as written in the staff operations manual.  This includes safe lifting and moving, safe storage locations and the wearing of supplied protective clothing.

Foodstuffs must be handled according to the Food Safety guidelines as displayed in the kitchen, and in the staff operations manual.


	All staff

All staff




INVENTORY MANAGEMENT PROCEDURES
Poor inventory management can be a significant hidden cost in your business.  Wine is such a transportable item that it easily becomes unaccounted for – especially if you don’t have a strategy to make every bottle accountable.  We would all like to believe that everyone in and around our business was totally trustworthy and in most cases they are.  But, the odd bottle of wine for dinner or to give as a gift might seem minor – or simply failure to record a wine transfer might occur.  The first rule of good inventory management is to adopt a ‘no-one removes wine’ culture within your business.  

Of course, inventory management is not just about keeping track of stock movements.  It is also used to ensure appropriate stock rotations (oldest on display sells first), display/merchandising of product and good housekeeping.  

	Activity
	Responsibility

	Staff will not remove open tasting bottles from cellar door at the end of the day without seeking permission from management.

No open cartons will be kept in the warehouse – every transfer will be in a minimum of whole cartons, and are to be recorded on a bin sheet/transfer book along with a date, purpose and sign-out. 

Tasting stock will be transferred to cellar door in carton lots and marked  as tasting samples (use a small coloured sticker). 

Stock will be reconciled at the end of each day against sales to create a measure of tasting to sales ratios over a period of time.  

An end of day stock take will be conducted, recording current inventory, sales, tasting stock used, bonus or free of charge, spoiled and other.  (It is a good idea to have a different person conduct the stock-take every few days to verify/compare outcome).
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