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GREETING
A CUSTOMER

When greeting a customer, here are some best practices to remember:

1. Be excited! They are excited to be here. Be excited to see them!

2. If you don’t know them, ask if this is their first time at Sensory Rock
and give them a tour if the timing is appropriate..

3. Introduce yourself. You are the host/hostess. Make sure they know
they can ask you questions.

4. Get to know them! We are the Sensory Rock Community, and
community is built on relationships.
*  What is their name?
*  What is their kids’ name?
* Do they live in town?
* How did they hear about us? (this one is important!)

5. Smile!
-
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The Point of Sale is an important part of continuing our relationship with
the customer. Here are some best practices to remember:

1. Be Professional.

2. Give the customer your undivided attention. Do your best to not let
yourself be interrupted. If another person enters the gym, say, “hello!
| will be with you in a moment!”

3. Treat the customer’s information as though it is priceless (it is!). The
customer’s information should be treated with respect and privacy.
a. Do not speak loudly so that others can hear.

b. Ask for correct spellings and pronunciations.
c. Do your best to get complete and accurate information.

4. Communicate with the customer and ask permission.
“I will just need a few minutes of your time to make the check-in
process easier for you in the future. Is that alright?”
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The ipad should be signed in and setup at the beginning of your
shift, or when the gym opens for the day. DO NOT wait until you
have a customer to do this.

Ipad Setup:

*Square APP is open.
*Login to SQUARE APP
with your username and password.

*Safari is open and
Logged into Squareup.com

Login: info@sensoryrock.com — e

Password: SR4Him!! [ e
aA & squareup.com e M+
uuuuuuuuuuuuuuuuuuuuuuuuuuuuuu L_asset/tile/s. ‘Square Dashboard a (& Square Dashboas
*Select: Contracts R g P,

(This window should always
be open in Squareup.com)

© Weicome to Square Contracts!
Create, et customers for Visit

Crmeavate recpent » e st
el | ocorz Sersry Rk e e
0227121 ] 000011 Sensory Rock Waiver

o2 pt— ouoro Sersry Rk

camn amys ocnos Sersry Rk e

e | S—

oznsn Fiendotsn ooner Sersry Rock

e shr s oonos Sonsry R Wt

p— ocuos Sensry Rk e

ovaan pr— o001 S——

ousan ot 3o ooz P T—
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IN THE SQUARE APP:

No sale

£, Adda customer

*The checkout screen should be your default
screen in the app.

Neuroroc} Keteer

OpenPlay3hours My Rockin' Work..

Open Play 1 hour

Poomenls - Gincaas *Be sure to select Favorites.

Charge $0.00

+On the right hand side, select
“add a customer” (to the sale).

Keypad Library Favorites +

.1 L] R Y I

Open Play 1 hour Open Play 3hours My Rockin' Work... Neurorocketeer

£, Adda customer

Note: to JUST access the customer’s information,
select, “More” and then “Customers” on the next

o | screen.

Room Rentals Gift cards

*Ask the customer, “can | please get your
email address to look for you in our system?”
(note: if they recieve our newsletters, we
should have their email.)

Add Customer to Sale

aimamos|

It is VERY important that you only search
by email at this time.

*Select the correct profile associated with the
email address.

May Tirtre

aimamos@me.com

If an email search turns up nothing,
double-check the spelling, then click “cre-
Create Customer “aimamos” ate Customer”
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*Once you have located the customer’s pro-
file, say “I just need to ask you a few questions
for our records and have you sign a waiver. It
should only take a few minutes.”

Add tn Sala

*Click “edit” next to the customer’s name
Note: If a customer shows up as “Friend of SR,” change
the information to their correct information.

*Fill out the form by asking for the correct
spellings. ’

How do you spell your first and last name
please?

What is the best number to reach you at?
What is your mailing address please? (If they

do not want to share address, explain that we
need it for the waivers they will sign).

*Ask the child(ren)’'s name, with correct spelling,
and birthdate. If there are more than 4 children,
enter them in the notes section.

Amy Breslow Save

Aneta ND 58212

*Enter the child’s birthdate using the calendar in
the bottom left hand corner.

(The system will not correct you, so please
pay attention to this. Once you have saved
the information, if the birthdate doesn’t show
up, you have entered it incorrectly.)

March 22, 2014

March 22, 2014| []

March 2014 > < >

1
2 3 4 5 6 7 8
9 10 1M 12 13 14 15
16 17 18 19 20 21 22
23 24 25 26 27 28 29
30 3

aaaaaaaaaaaaa
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*Ask for an emergency contact name.
Enter the emergency contact phone number
in the next field.

Amy B Save

Well-Being Concerns (See Note)

+Click on well-being concerns.

If the parent has not already volunteereed the
information, ask,

~ ‘Do you have any concerns about your child’s
development or learning?”

E-Waivers Signed (Participation/Covid-19) (e-file ONLY)

If they need you to clarify, say

“We connect parents with resources such as
therapists and learning programs to address
their specific needs.”

If you don’t know how to direct them say,

“l know the owner, Sheri Tos would love to

connect with you. Do you mind if | give her
your information and have her reach out to
you?”

Refer to Sheri

é Well-Being Concerns (See Note)

Physical/Emotional/Learnin 9

N/A

*In the notes section, elaborate on anything that
If you check these boxes, be sure to you checked.

write details in the Notes Section. For example, if you checked ABA, you might
say, the ABA’'s name is Lucy.

If you checked therapist, you might say that

they are looking for a physical therapist, or a
speech therapist.

Sensory Rock Employee Training Manual
For internal training purposes only



X Amy B Save

*Note any allergies.

United States

*Enter today’s date (if this is their first time). kB Conces s ot g

Groups >

*See the next section on e-waivers. O
E-Waivers Signed (Participation/Covid-19) (e-file ONLY) C

DO NOT CHECK THIS BOX ~
FOR A PAPER COPY!

*CLICK SAVE! __

Well-Being Concerns (See Note) >
Groups >
E-Waivers Signed (Participation/Covid-19) (e-file ONLY) [ @)

Keypad Library Favorite

*Now that you have added a customer to a sale,

you can proceed with ringing in a sale. W‘J’ "j’ W‘ H+

See the section on Ringing in a Sale. g -
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SIGNING AN
E-WAIVER

When signing an e-waiver, here are some best practices to remember:

1. This is an important part of protecting our business AND protecting
our customers.

2. Do not skip this step. However, do not insist that the e-waiver be
signed before they can play. A paper copy is permitted “for today.”
Say, “I will email you an e-waiver you can sign that when you get
home. If you can sign that online it will be in our system and you
won'’t have to do this everytime.”

3. If the customer has access to their email they can sign the e-waiver
right there.

4. ALWAYS verify a waiver, even if the box is checked.

10
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Amy B Save

«If this box is not checked, it means we do not
have an e-waiver verified. Only check this box
if you have VERIFIED an E-WAIVER.

United States

DO NOT CHECK THIS BOX
FOR A PAPER COPY!

Groups

E-Waivers Signed (Participation/Covid-19) (e-file ONLY)

To verify an e-waiver, go into Safari and the
Squareup.com website.

(Note: You cannot access contracts through the app)

*On the contracts page, verify if a user has

signed a waiver. You can search for theirname/ N~ 7 a ’ T
in the search bar. e
NOTE: A waiver is “signed” ONLY if it says R o .
113 ”
SIGNED o [rr— .

o121 Katie Brown 000002 COVID-19 agreement

11
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-
@ squareup.com e A+

L R *Select a contract to view the details, and send

o] Q QO @ semoryrock . ) .
_ a reminder to sign if necessary.
WH_J x Contract for Sheri Tos
) © ,

Sheri Tos signed the contract on February 3, 2021

000011 Sensory Rock We Contract viewed

February 3

000010 ‘Sensory Rock Wi

Contract sent to Sheri Tos
February 3

1000009 ‘Sensory Rock Wi ®  Contract created
February 3

000008 Sensory Rock Wi

Sensory Rock Waiver
000007 Sensory Rock Wi Contract #000006

Contract date.

Rock W February 3, 2021
Recipient

Sensory Rock Wi Sheri Tos
Sheritos@yahoo.com

000004 Sensory Rock We
Use of Sensory Rock's facities,serices, o equipment
000002 (”VID-‘QJQIEE‘ View Share
S0P smrenar o
< > m AR @ squareup.com [ b+ ©
assettit]s. ‘ 1 Square Dashboard a (B sauare Dashboard
= Contracts (o] Q O @ sensoryRock
Contracts @ Welcome to Square Contracts!
Croatn o
Templates . . 3
* If th - fil lect
o M| AuTiev ere IS no e-waiver on tile, selec
. e - NEW CONTRACT to send a new e-waiver.
T review
oonn Lacwen Ferny 000012 Sensory Rock Waiver e
22721 Felix Vaiencia 000011 Sensory Rock Waiver Slaned
o ©On 02727121
o271 Ay Bresion o000 Sensory Rock Watver e
T reviow
o7t AmyB 000009 Sensory Rock Waner e
In review
cazsizn senny shoatt 000008 Sensory Rock Waver e
| | soned
ozt Friend of SR 000007 Sensory Rock Waiver P
N Signed.
02/03/21 Sheri Tos. 000006 ‘Sensory Rock Waiver 0n 020321
ovasrzt Amy Bresion 000005 Sensory Rock Waver e
Signed
0129121 Amy Breslow 000004 Sensory Rock Waiver on 012921
Signed
0115721 000002 COVID-19 agreement. On 0115221
sct7om satrebz7 = osmm

< >

o *Select #1, Sensory Rock Waiver

m

Select your template

Standard templates

Credit card
authorization form

@

Confirmation of

Sensory Rock Employee Training Manual
For internal training purposes only



S7PM SatFeb27

< > m

AA

*Enter the customer’s email address. P

1 Square Dashboard

x

New contract

Detalls > Clauses > Review & share

Name or Email Address

you
included in the email when you send the contract.

*Select Next on the next two screens. :
You do not need to review or check any boxes.

Contract name Sensory Rock Waiver
tisks of our equipment. Thank you!
o
¥
accept ths i direct
officers, employees, agents, y
- 1. bodily,
‘any damage to you, your child, spouse, guest, relative, unborn child, or other persons.
your neglger y Rock.
exercise or not.
Payment
estimat
I N
S17PM SatFeb27 Fosvmm
< > m AA @ squareup.com 4 (ui) =
1 dzsawsjeBagoin.cloudtront.netjuploads/digital_asset/file/3... . square Dashboard a - square Dax
New contract woflen [
Detals > Clauses > Review & share
Recipient information
Recipient Amy B Remove
aimamos@mac.com
£t Amy B profe
Contract information
¥ Your
included in the email when you send the contract.
Contract name. Sensory Rock Waiver
risks of our equipment. Thank you!
o service
disabilty. your chid's
y y
direct
officers, employees, agents. "
it 1. bodily.
any damage to you, your child, spouse, guest, relative, unborn child, or other persons.
under your negliger Y i
Payment

518PM SatFeb27

1t this contract requires payment, you can enter payment

< > Mm AR
assatiiels.
&
Clauses

tion here. You can also attach a Square invoice or

@ squareup.com

1 square Dashboard.

New contract

Details > Clauses > Review & share

o
¢ [u] |

a © Square Das

contract. Clauses are arranged in the order they wildisplay.

Selected clauses

@ PARTICIPANT AGREEMENT, INDEMNIFICATION, GENERAL
RELEASE AND ASSUMPTION + Initials required

BY SGNINGIT,

ANDIOR YOUR SPOUSE AND MINOR'S LEGAL RIGHTS)

AND.

& Clone& edit

@ PLEASE READ

“ACTIVITES), officers, irectors,
princpals, volunteers,participants, lients, customers, invitees, employees,independent
at
260 rwin Street,Hanford, CA. I, minor.
on behalf of myselt. my spouse,legal partner, my children, my parents, my guardians, heis,

beion.

for myset.
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2
< m A @ squareup.com I
........... cloudtcont netjuploads digita_ssset/fie]3... Sauare Dashboard a
@ New contract
Detals > Clauses > Review & share
Signatures

as signatures below, both

parties agree to the

Business signature

Owner name

Owner signature.

Business date signe

Recipient signature
Recipient name
Recipient signature

Recipient date signed

Contract preview

© @ [§ AutoFilcontact Amy Bresiow A v‘m
P satren27 Fosmm
< m A & squareup.com ¢ h o+
3ie89goit.cloudtront.net/uploads/digital_asset/file/: 'Square Dashboar rd a ‘Square Dashboard
x Share Contract
Share via O tmai
©) Downioad PDF
fent email
o  and thave
read ’
P satren27 > osvmm
< m A & squareup.com 9 M+

Share Contract

© email
O Download POF

Recipient email

I acknowedge that Sau
read and agree to the

In the Owner’s name field, type in “Sheri Tos”
DO NOT PUT IN YOUR OWN NAME.

* Click Share

*Check the “I Acknowledge” button

*Send the Contract!

The customer should receive it immediately in
their email.

If there is a delay, suggest that they can
check their email when they get home, and
have them sign a paper copy for today.
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RINGING A
SALE

When ringing a sale, here are some best practices to remember:

1. Smile! always remember to be positive and connecting.
2. Communicate!

3. Remember that the exchange of money is strengthening the
relationship, and they are placing their trust in us. Trust is valuable.

4. Thank them for coming to Sensory Rock!

15
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*Add a customer to the sale.

Keypad Library Favorites

.1 1.1 [ Y

No sale

OpenPlaylhour ~ OpenPlay3hours My Rockin' Work... Neurorocketeer
Room Rentals. Gift cards

* *Select the option that they are being charged

LILy{ErmeE - -

Open Play 1 hour Open Play 3 hour Neurorocketeer Pasties

*Choose the option they are purchasing, and
S click “ADD”

e : IMPORTANT: add each child separately.
The discounts will not apply correctly.

DISCOUNTS.
50% Off Open Play Military Discount 10%

MRW 20% Discount (>1 child)

ITEM DESCRIPTION

Join us for a fun adventure with exercise, creative movement and inspiration!

16
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*Add each individual child with the added
discount

+Click Add.

If Applicable,
» Add a registration fee for each individual child.
* Click Save

*Once all items are entered, click charge.

LJIE.]

Open Play 1 hour

My Rockin' Workout $64.00

FOCKIN' WORKOUT CHOOSE ONE

iith Registration Fee ($20.00)

Single Class

QuANTITY

DISCOUNTS
50% Off Open Play Discount 10%

MRW 20% Discount (>1 child)

ITEM DESCRIPTION.

Join us for a fun adventure with exercise, creative movement and inspiration!

My Rockin' Workout $20.00

MY ROCKIN' WORKOUT CHOOSE ONE

Regular $64.00 with Registration Fee ($20.00)

Registration Fee Single Class

QuanTiTy

DISCOUNTS
50% Off Open Play Military Discount 10%

MRW 20% Discount (>1 child)

ITEM DESCRIPTION

Join us for a fun adventure with exercise, creative movement and i

Keypad Library Favorites + Current sale (3)
;- ) AB AmyB >
L
! My Rockin' Workout $84.00
_h A u . with Registration Fee ($20.00)
Open Play3hours My Rockin' Work... Neurorocketeer Parties
My Rockin' Workout $20.00

Registration Fee

My Rockin' Workout 9$64.00

Reguia
MRW 20% Discount (>1 child) (20%)

Room Rentals

Oift Guide Discounts -512.60

Add discount

Charge $155.20

oo =2

88 Checkout 2 Transactions L8 Notitcations
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$155.20

Connect a reader to swipe, insert, or tap

Cash $155.20 $156
Manual Credit Card Entry

Manual Gift Card Entry

Card on File

Invoice

Send Payment Link (Single Items Only)

Pay with QR Code (Single Items Only)

*Select the tender.

Split Amount

If there is a card on file, ask, “would you
like me to charge the card you have on file?”

$160 Custom

*Follow the prompts to complete the sale.

*Thank the customer and smile!
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