DESK REFRESHER

For best results, read this the night before you come in for your shift at the desk.

This is not meant to substitute for the desk training.  And it is not meant to cover all the steps and instructions that are in the handbook or POS book.  It’s hopefully something that will jog your memory on steps and procedures before you come in for your volunteer shift.

Helpful Numbers:
· Art Class Questions:  Ally Cassorla  757-619-2669  allycassorla@gmail.com
· Pottery Questions:  Kiki Rangel  757-567-8987 kikirangel@gmail.com
· New Artist Questions:  Vinnie Bumatay  757-677-6842 artistsgallery@artcentervb.org
· Exhibition Questions:  Nanci Hall, (757) 404-1349, exhibitioncoordinatorvbac@gmail.com
· Executive Director:  Margaret Foltz, 	757-425-6765 execdirvbac@gmail.com

On arrival:
· Stash your personal items in a safe place.  (Winter coats can be hung on the coat hook in the first bathroom)
· Grab the cash box.
· Check the “Daily list” (clipboard propped up on shelf next to the doorway) that tells if art classes are happening, etc.
· Locate the tally sheet for counting visitors.
· Locate the “panic button” so you can press it if you need assistance from one of the studio artists.  I.e., you need someone to help you ring a sale or pack up art while you ring the sale. 
· Refresh yourself on where things are (the handbook, the POS book, all the forms in the rack for class lists, new artist applications, brochures, business cards, tissue paper & bags, boxes for small items, etc.)
· Main handouts to locate (in the trays to the right of the counter):
· Class lists
· New artist information
· Class registration form
· Brochure and Annual Supporter card
· Annual Exhibition list

First on your list:
· Open the computer and log in (password:  AGrocks).
· Open the POS (earth icon)
· Open the Calendar (calendar icon)
· Count the cash—very important to do before the first cash sale or you’ll have to do extra math—and no one loves extra math.

During any lull in your shift:
· Check voicemail messages.  The handbook has phone directions.  
· Call tomorrow’s volunteers and mark them as called.
· Afternoon shift—check if they were called and if not, take care of it.
· Browse through the Handbook for reminders of things like the “Transactions guide,” the phone numbers for pottery and art class questions, minutes from the last meeting, strategic plan, bylaws, etc.
· Remember to tally visitors.
· Refresh yourself on how to use the computer and credit card machine (see below)

At the end of your shift:
· Count the cash, note the cash sales, and get the log signed off.
· Close the POS (if end of the day), clicking all the buttons for “Upload DB” etc.
· Make sure all sales receipts are in the envelope
· Know that you are deeply appreciated for having come in and helping us!

Refreshers:
· Using the POS—do a “test sale” (see below).
· Using the Credit Card machine (see below).
· Using the phone (hold button, voice mail)
· Find the online listing of Classes (“A” icon at bottom of computer screen)—this is for overachievers who want to be able to answer questions about classes we are currently offering and be familiar with how to look up classes.  Go ahead, be an overachiever!

Customer Service Tips:
· Every customer should receive a friendly greeting.
· Ask if they’ve been here before.  If not, tell them a little about us.
· Encourage them to walk into the studios and meet the artists.
· Make small talk, make everyone feel a friendly welcome, and give them space to browse and take in the art.
· Encourage visitors to sign up for the email list, take a brochure and supporter card, and take a class list.
· Offer that we have a self-guided “Art Talk” they can use, especially if they have children with them.  The Art Talk sheets are located near the front door.

Test Sale (remember you’ll need to cancel it, do not “complete” the sale):
· Open POS
· Choose “MAKE SALE”
· On the screen type in the ITEM NUMBER from something in the gallery.
· Click “FINISH SALE to get to the next screen and do 5 things:
· SALES PERSON:  Find and choose your name
· REFERRED BY-- how the customer heard about us 
· Mark the “FIRST PAYMENT TYPE” as cash, check or credit card
· GET CUSTOMER INFORMATION
· Type the first few letters of the last name and press FIND to get a list of people (Type “Kerr” for this test and Kerrigan should come up)
· Click on the desired name
· If the name is not there, click “add customer”
· We want the customer name, email and phone if they are willing to give it.  Don’t need street address.
· Click DONE when finished.
· DO NOT click “complete sale”.  Instead click CANCEL SALE to go back to the menu.  It will ask if you want to abandon/cancel the sale and say yes.
· If this test sale accidentally goes through, please ask for assistance to void it.  
· On a regular sale, two large receipts will pop out of the printer.  One for the cash box and one for the customer.

Credit Card Machine:
· Press the button next to the word “SALE” (F2)
· Type in the amount (don’t need the decimal, but do need numbers for dollars and cents)
· Be sure the amount matches the total INCLUDING THE TAX on the POS screen.
· Press the green ENTER button
· It will ask you to confirm the amount of the sale.  Again, be sure it’s the final total on the POS.  It says “Sale, yes or no” and then press “yes” (F1)
· When it says “enter card” you will insert the card (or swipe a card with no chip).
· If it asks for a PIN, you can either turn the machine around to the customer or you can press “enter” to run it as a credit card.
· It tells you to remove the card.
· The receipt for signature will come out.  Tear that off and give to customer to sign.
· Press “yes” for Customer Receipt.  Tear that off and staple to the POS or the Paper Receipt for the customer.
· Staple the signed receipt to the larger POS receipt and put in the cash box envelope.

Phones:
· When it rings you can simply pick up the receiver.  
· “Thank you for calling The Artists Gallery at the VB Art Center.  This is ____, how may I direct your call?”
· To put someone on hold, press the long button that has a hand on it.
· To take someone off hold, press the “hand” button again.
· To check messages, follow the directions in the handbook.
· Write messages on Phone Message pad.
· Call the person the message was for and relay the message to them (if they are not in the building at that time)

