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 You have received this action plan because you are a VALUED client of FUTURENT Consulting. Please help

us protect our intellectual property; don't share this document with anyone else except your management team
on site.  Thank you. Copyright reserved 2017

  Dealer - please review this list and allocate each item to the relevant member of your management
team. If you are unsure, please don't hesitate to contact us.

  HARD COPY: Click on this item to see a printable PDF copy of this checklist. You can use the printed
hard copy or the online copy or both depending on which works best for you and your team. If you have
any comments or suggestions on how we can improve this process please feel free to email me directly
at rschoeman@future-ent.com.

 STRATEGY: There are different strategies you can follow at a service station. Refer to our article on
'Strategies' to see which one you are following. 1 comment

 MARKETING: Do you know the specific phrases that will have a specifically positive impact on customers?
See the article 'What customers want to hear' for more on this topic. 1 comment

 MARKETING: Customers are the heart and soul of our business, how can we best acknowledge them?
1 comment

 MARKETING: Would you like to become involved in the local community or are already involved but
need some best practice ideas? See the article 'Do you have a Dealer in the Community Project that
generates new business?' for some best practices. 1 comment

 LEGAL: We sign legal documents on almost a weekly basis, but what should you be looking out for
before signing? Refer to the article 'Tips when signing legal agreements' for more on this. 1 comment

 LEGAL: How many First Aiders do you need per shift, what should be in your First Aid Box and a few
other questions are answered in the articles 'First Aiders' and 'First Aid Box Checklist' 1 comment

 LEGAL: Are your food items safe and is your kitchen compliant? See the article on 'Food Hygiene' for
more on this topic 1 comment

 OPERATIONS: Are you throwing some of your profit out through wasted food? For some best practices
to reduce wastage, see the article on 'Food Wastage' 1 comment

 OPERATIONS: Housekeeping has been identified as one of the reasons that a customer would revisit a
site or not. How are your site holding up to this expectation of customers. Read the article on 'General
Housekeeping' for more information on this topic. 1 comment

 OPERATIONS: Are you familiar with the 'Vacuum System' for receiving stock and the advantages of using
this system? Refer to the article for more information. 1 comment

 PEOPLE: Planning and prioritizing are two crucial attributes of managers, how do you measure up? See
the article on 'Planning' for some practical points on this topic 1 comment

 PEOPLE: What made President Dwight D. Eisenhower so productive? Read the article 'Priorities -
Eisenhower Decision Matrix' for a few tricks to getting a lot done and being very productive 1 comment

 PEOPLE: Some tips on Employee Areas 1 comment

 FINANCIAL: Is it enough to just keep an eye on your monthly bank balance for cash flow? A 12 month
Income, Expense and Cash Flow projection can be a very good indicator of the health of your business.
See the article on 'Cash Flow' for more on this topic. 
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By-the-minute history for this to-do list...

See the article on 'Cash Flow' for more on this topic. 1 comment

 FINANCIAL: Cashier skimming happen some or other time in most if not all businesses. What should you
look out for to prevent cashier skimming or stop it in it's tracks? See the article on 'Cashier Skimming' for
some best practice tips. 1 comment

 FINANCIAL: Car Washes are one of the places where employees can skim money and you need to ensure
this does not happen. The basic principle to apply is that "every wash must be paid for in full". Please
read the article on 'Car Wash Reconciliations' for more on this 1 comment

  You have received this action plan because you are a VALUED client of FUTURENT Consulting. Please
help us protect our intellectual property; don't share this document with anyone else except your
management team on site.  Thank you. Copyright reserved 2017

Discuss this to-do list
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Strategy Suggestions

1 Vote

6 Strategy Suggestions for Dealers

There are a number of different strategies you can follow at a service station. Here are a few that we have seen:

Focused on Convenience Strategy- this strategy is what we recommend. It focuses on making purchases as
easy, quick and convenient as possible for customers. Typical actions under this strategy would require every
product to have a price label and queues at the cashier to be as short as possible.
Low Price Strategy – this is a strategy that some Dealers follow. It focuses on selling products at the lowest
possible price. The problem with this strategy is that it provides a low pro�t margin which makes it di�cult to
operate the site properly. In this strategy the Dealer usually views supermarkets as competitors. This is very
dangerous as supermarkets are able to purchase products at suppliers on a completely different price list
which is much lower than the ones we get. Typical actions under this strategy would be to sell a cheaper
energy drink instead of the market leader and to spend as little on expenses as possible.
Diversi�cation Strategy – this strategy realizes that a service station requires a multi-service approach. The
Dealer would focus on developing several diversi�cations or business units on the site that all contribute in
some way to the bottom line of the business. The Dealer would manage each business unit as if it was a
business on its own meaning it must carry its own expenses and make its own pro�t. It cannot be subsidized
by another department. Typical actions under this strategy would be to have detailed management accounts
showing each business unit separately and to have analysis meetings where each business unit is discussed
individually instead of the whole business together.
Turnaround Strategy – this strategy is often in place when a new site is built or an existing site is taken over by
a new Dealer. The focus here is to drastically increase volumes and turnover and increase pro�ts substantially.
Often the Dealer would create a detailed marketing plan and spend a lot on marketing, communication and
relationships with new customers. Typical actions would include re-training of all staff, review of all processes
and procedures and raising of prices.
Relationship Strategy – this strategy is about building long-term relationships. It focuses on generating trust
with customers by providing consistent levels of service over a long period of time. Trust is extremely di�cult
to build, but once you have it customers will be extremely loyal and forgiving, even if you make mistakes.
Typical actions would include the Dealer and Managers being more visible on the forecourt during peak
periods, personally following up customer complaints and learning the names of loyal customers.
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No Strategy – sometimes Dealers have no strategy. This is not necessarily a conscious decision but a lack of
decision. Dealers and management teams get comfortable with the way things are and start assuming that
everyone is on the same page. This implies the absence of a strategy. That’s why it is so critical that you sit
down and make a decision on which strategy you want to follow and what the implications are for the future.
Here are a few things to consider:

Make sure your strategy is clear and easy to understand by every employee
Make sure you write it down and make it visible to your employees
Make sure you train everyone on this strategy so that they understand the decision you make and can make
better decisions themselves
Make sure you constantly review the impact of your strategy as well as unintended consequences



7/16/2017 What customers want to hear

chrome-distiller://21c31d9a-a7d4-4da6-b2be-3a9c3307e32d/?time=220466740&url=https%3A%2F%2Ffcsfuelstream.com%2Fbusiness-management-… 1/1

What customers want to hear

There are a few very speci�c phrases that customers want to hear. These phrases have a speci�cally positive
impact on customers.

1. “It’s My Pleasure…” / “I Am Happy To…”

These words show customers that you are happy and willing to help them. If they know that, then they would be
happier to visit your service station because they know if things go wrong or right, you will be happy to help. This
is extremely important for customers to know.

If they think that nobody cares, or they feel uncomfortable they will de�nitely not come back.

2. “Thank You…” / “We Appreciate…”

Technically, our customers don’t owe us anything. They are paying for their products and services and we have to
make sure that they get their money’s worth.

On the other hand we owe everything to our customers. The best way to show them that we are grateful is to
thank them. Thank them when they visit your site. Thank them when they buy something. Thank them when they
give compliments. Thank them when they complain. Thank them when they take the time to give you feedback
about your business or employees. Thank them when they write you an email or send you an SMS.

3. “Is There Anything Else…”

Sometimes, customers will hold back on requests because they don’t want to be perceived as demanding or
imposing. At the end of the day, this is a lose-lose situation both you and your customers. The customers don’t get
what they want and your service station is perceived in a less positive way.

Train your staff to ask customers if there’s anything else that they need or want. Though you may not be able to
give everything that your customers want, at least you showed that you have the intention to make them happy.

4. “We’re Looking Forward To Seeing You Again”

Again, a simple expression that goes a long way. Of course, you want your customers to come back. You might
even say “they know that”. But, you still have to say it.

These are powerful expressions that can make a difference in the success of your service station.

Loading...
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Acknowledging Customers

Best practices for acknowledging customers:

Research has shown clearly that acknowledging customers is one of the easiest and best ways to start a
customer interaction. The worst thing that can happen is that a customer visits your business, only to be ignored.
That customer won’t complain, he/she will just vote with their feet and leave.

On the Forecourt
Attendants should be standing at the pumps, facing the busiest entrance to the site
They should lift a hand high to indicate to a customer that they see him/her
They should guide the customer to the pump keeping in mind which side of the vehicle the fuel cap is
located
If a customer stops at a pump while you are busy with another customer show him/her that you see him/her

In the Shop

Merchandisers and Cleaners should greet customers as they enter the shop, there are few businesses where
this happens, so use it and it could set your business apart

Merchandisers and Cleaners should be specially trained to greet every single customer they see

One example of this is Domino’s Pizza:
When a customer enters a Domino’s somebody will shout “Customer in the house” and everyone else
working there will shout back “Welcome to Domino’s”

At the Food offer
Food Handlers should greet customers with the relevant promotion/combo e.g. “Welcome on Wacky
Wednesday” or “Welcome on Pie Day Friday”
Another way of acknowledging a customer is for the food handler to sanitize his/her hands as he/she walks
to help a customer (this indicates that the food handler is expecting to serve a customer)

Managers & Supervisors
Managers & Supervisors should set the example and greet every single customer they encounter
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When a manager/supervisor is called to assist he/she should �rst greet the customer and then assist the
employee

Lastly, whenever someone is serving a customer or waiting for a customer, he/she should not be speaking to
another employee. Remember, the customer does not necessarily understand your language and would therefore
not know what you are talking about with another employee. The customer could think you are being rude and
ignoring them while you are getting help to serve them.
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Dealer in the Community Projects

1 Vote

Do you have a Dealer in the Community Project that generates new
business?

Running a site is a community business. Partly because service stations are dependent on the notion that the site
is a place to meet, eat, �ll up, etc. Customers need to see the business as being part of the activities they engage
in during the week (work) and the weekend (play).

Dealers who are careful in building long-term relationships with the customers and communities around the site,
often develop more loyal and forgiving customers.

This provides an opportunity for the site to become involved in community projects. But, it is important to note
that there are some best practices to keep in mind when deciding which ones will work:

Community projects can be non-pro�t or for-pro�t depending on the strategy the Dealer wants to follow.
Non-pro�t examples include sponsorships and donations. For example, the Dealer could make a donation to
the local church or sponsor the local soccer team. Sponsorships generally don’t generate business for the
site.
For-pro�t examples include mutual bene�t arrangements. For example, the Dealer could pay a percentage of
sales over to the local school if the school buys fuel from the site.

It is important to note the difference between the two. If you want to generate more business, then a sponsorship
or donation is not necessarily the way to go. However, if you just want to contribute and don’t care about the
recognition, then it will be a great idea.

Here is an example of a non-pro�t project that ran over a number of years at one of our sites and took quite a bit
of planning and energy to keep running. However, it generated a lot of goodwill from the community.

The site teamed up with a local school’s Entrepreneurial Club and came up with a program that became part of
the curriculum at the school
All students in the Entrepreneurial Club were invited to create a simple business plan and �nancial projection
for an item they could sell at the site
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There were certain requirements and certain restraints e.g. they could not sell top-selling items that the site
already sold such as pies, cold drinks, hot dogs, etc
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Each team was able to loan R500 from the site, which had to be paid back at the end of the program with 10%
interest
The business plan and projection had to be handed in by a speci�c date and the kids had several opportunities
to setup “shop” at the site on weekends and sell their products to customers on the forecourt
Some of the ideas they came up with over the years included:

freshly squeezed orange juice
jewelry
note books
paintings
toys
clothing
doughnuts
candy
and many other successful and not-so-successful ideas

At the end of the “sales period” all the teams were judged and a winning team was announced at a school
event and in the school assembly
The teams could keep all the pro�t they made, except the repayment of the loan
This project ran for a number of years and bene�ted the school and the site tremendously because it became
part of the community discussion and part of the kids planning each year
Given that social media is part of our culture these days the response would have been much greater

Here is an example of a for-pro�t project that bene�ted the site and the local schools, churches and creches. It
generated additional sales for the site as well.

The site had a wooden unit built with a number of “postboxes”
Each post box was allocated to a school, church, creche, etc that teamed up with the site
Anytime a customer bought something they were able to support the school or church of their choice by
dropping the slip in the box
At the end of each month the slips were counted and the rand value added up
The school / church would receive 1.5-2% of the overall sales as a donation from the site
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This meant that the group who did the most marketing and motivated the most customers to support them
would bene�t the most from the process
Again, the project ran over many years and many thousands of Rands were paid out as donations to various
groups in the community
But, this was based on sales, so the site bene�ted as well from the process

Here are some other suggestions for Community projects:

Sell speci�c items in your shop to your employees at cost, so they can resell it at retail price for their own
bene�t e.g. 5L oils, solar lights, etc
Sponsor the paper for the school/church newsletter and request to have your logo placed in the newsletter as
the sponsor
Get involved with a local charity / cause e.g. cleaning the environment, assisting with food handouts, etc
Provide the local cycling, running or other sports group by offering a special deal for them e.g. Diesel discount
on Saturdays for the 4×4 enthusiasts, free coffee or special deals for runners, pie & cold drink promotion for
bikers on their breakfast run, etc

You will know your site and the community better than anyone and there are literally hundreds of ways to get
involved and show your involvement.

We recommend that you �nd a way that puts your site in or close to the spotlight often, and not just now and
then. This could mean placing your banner / sign board at the �nish line of the school race, instead of on the
fence with the other marketing signs. Or to sponsor a new winner’s podium with your site’s name on it which
will feature in every single photo taken of the winners.

You could also consider involving social media in the process e.g. every time someone posts to Facebook in
their school uniform holding one of your promotions in their hands, the school will get a donation.

Below is an example of a clever social media trick used at conventions to get the company / brand featured in
every photo

There are many ideas. Don’t just go for the �rst time. Spend some time to plan it in detail and make sure you get
long-term bene�t from it.
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Tips when signing legal agreements

You will be signing dozens of legal agreements while owning and managing a site. Some of these agreements
include:

Employment contracts
Supplier application forms
Notices from the municipality
Warning letters
Renting of equipment
Bank agreements
and more

Here are a few tips to keep in mind when signing these agreements:

Make sure you read them. It may not be the most interesting or understandable documents, but it’s critical that
you try your best to understand what the implications are of signing the document.
If there are fees / commissions / interest or similar involved, create a simple spreadsheet and record all the
dates, percentages, amounts, contract periods, escalations, penalties, etc. This sheet is critical later when you
review the debit orders on your bank account.
Make sure you have the authority to sign. If you are not the owner, or you have partners you should have a
signed document of all partners or the Board of your company that gives you authority to sign documents on
everyone’s behalf. This is important as some documents require you to sign surety on behalf of all Directors
and Shareholders.
Make sure you understand clearly what happens if you want to cancel the contract, the business is sold or you
may no longer need the equipment.
Check the agreement for anything that you would not be comfortable with. Just because it is in a legal
agreement, does not mean it is legal. One rule to remember is “if you are given a right by law, you can’t contract
out of that right”. For example, under the Consumer Protection Act (CPA) you have a right to inspect products
before buying them and a supplier can’t put in the agreement that you give up that right. Even if you agree to it
and sign, it is still invalid and void. Another examples is an employment contract. The MIBCO Main Agreement
sets the minimum work week at 45 hours.
Also, just because it is in a legal agreement, does not mean it is fair and reasonable. The party that creates the
document normally writes it to protect themselves in all eventualities. You have to make sure you are
comfortable with everything they require from you.
Make sure you keep copies of the signed agreement in more than one place. If you �le them and they go to
your archives, make sure your �ling system will help you get to the documents if ever needed.
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First Aiders

Employers; please note that the ”Draft General Health and Safety Regulations” were Gazetted on 28 October 2005
(Government Gazette, No. 28162). Regulation 7 of the regulations provides the speci�cations relating to ”First aid,
emergency equipment, and procedures”.

When should �rst aid be provided at the workplace?

The regulation states that ”an employer shall take all reasonable steps that are necessary under the
circumstances, to ensure that persons at work receive prompt �rst aid treatment in case of injury or emergency.”

The appointment of �rst aiders

Where more than 10 employees are employed at a workplace, the employer needs to appoint a �rst aider. This is a
compulsory legal appointment and the �rst aider should be readily available during normal working hours.

You can download a copy of a First Aider appointment letter by clicking on the image below

Ratio of �rst aiders

Shops and o�ces – one �rst aider for every 100 employees.Other workplaces – one �rst aider for every 50
employees.

Competency of the �rst aider

The �rst aider should be in possession of a valid �rst aid certi�cate, issued by a person or organisation approved
by the chief inspector for this purpose.

Where pesticides, hazardous chemical substances or hazardous biological agents are used, handled, processed
or manufactured the �rst aid worker should be trained in the �rst aid procedures that are necessary for the
treatment of injuries that may result from such activities.

In the case of injuries or wounds

Employee’s duty – an employee suffering from an open wound, cut, sore or any similar injury, who works where
hazardous chemical substances or hazardous biological agents is used, handled, processed or manufactured,
shall report such injury to his employer as soon as possible.
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The employer’s duty – the employer may not permit such person to continue working before the injury has been
cleaned with soap and water or with a diluted disinfectant and suitable dressed to eliminate blood or bodily �uids
seepage through the dressing, where necessary.

Emergency equipment

Eye-wash fountain and similar facilities – where an employee is exposed or may be exposed to a potential hazard
or injury to the eye through contact with a hazardous biological agent or hazardous chemical substance, the
employer shall make sure that there is an eye-wash fountain, or any similar facilities, in the immediate vicinity of
the workplace of such employee and that the employee is trained in the use thereof.

Deluge showers – where an employee is exposed to a potential hazard of injury to or absorption through the skin
as a result of sudden contact with a large amount of hazardous chemical substances or hazardous biological
agents, the employer shall make sure that there is a fast-reacting deluge shower with clean water, or similar
facility in the immediate vicinity of the workplace of such employee and that the employee is trained to use such
facility in the use thereof.
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First Aider Appointment Letter 

    
 

APPOINTMENT AS FIRST AIDER 

REQUIREMENT 

Letter of Appointment In Terms of General Safety Regulations 3 of the Occupational Health and 

Safety Act, No 85 of 1993 (“OHS-Act”) 

COMPANY INFORMATION 

Company Name  

Name of Appointer  

Designation of 

Appointer 
 

REPRESENTATIVE INFORMATION 

Rep Name & Surname  

Date  

Duration of 

Appointment 
From  To  

In terms of the General Safety Regulations 3 of the Occupational Health and Safety Act 85 of 1993 

(“the OHS Act”), I ___________________________________, Site Manager for 

______________________________, hereby charge and assign you, 

______________________________ to assist me in the performance of my duties in terms of OHS-

Act and the Regulations thereto. 

This letter of appointment shall supersede the terms and conditions of any prior and/or current 

appointment you may hold in terms of the General Safety Regulations 3 of the OHS-Act. During your 

tenure, in terms of this letter of appointment, you shall report to me and be subject to my direction 

and control in respect of all aspects and matters pertaining to your obligations enumerated herein.  

 

 

RESPONSIBILITIES 

 Attend monthly First Aid meetings; 

 Undertake monthly inspection of the First Aid kits in your area of responsibility and report 

findings in a register and to HSSE committee; 

 Ensure that the First Aid kit in your area of responsibility is kept fully stocked at all times by 

replacing the used or expired items immediately; 

 Participate in emergency response exercises; 

 Report to the Manager / Dealer on any blood exposure you or any one assisting you in the 

execution of your duties may have encountered; 

 Record and report all First Aid related Incidents to C&CM manager and HSSE committee;  

 Undertake the procedure for blood spill cleanup when necessary; 

http://www.futurent.com/IPlicense
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ACCEPTANCE 

 

I ____________________________________________________________ accept this appointment.  

I furthermore hereby undertake to ensure that the responsibilities as assigned to me are discharged. 

First Aider:   Signed:   

Appointer:   Signed:   

Witness:   Signed:   

Date:  ________ 

 
 
Please retain a copy of this letter of designation for your records. 

 

 Wear any PPE provided for your Health & Safety while undertaking First Aid duties; 

 Ensure that all the correct First Aid signage is displayed in your area of responsibility and that 

all information regarding emergency numbers and First Aiders are current and complete; 

 Ensure that you know all the members of the Emergency Response Team; 

 Ensure that you know where the appropriate Emergency Assembly Points are for the different 

sections; 

 Ensure that you know the Emergency Pictorial Plans and Emergency Response Plan off by 

heart; 

You are to ensure that you are familiar with your responsibility, as outlined above, and if you have 

any queries in this regard, you are to bring this to my attention. 

You are to take all reasonably practical measures, within your area of responsibility, to ensure the 

general safety and health of persons, and the enforcement of health and safety requirements as may 

be imposed by are to bring this to my attention. 

http://www.futurent.com/IPlicense
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First Aid Box Checklist

Employers; please note that the ”Draft General Health and Safety Regulations” were Gazetted on 28 October 2005
(Government Gazette, No. 28162). Regulation 7 of the regulations provides the speci�cations relating to ”First aid,
emergency equipment, and procedures”.

When should �rst aid boxes be provided?

The regulation states that �rst aid facilities must be provided ”Where more than �ve employees are employed at a
workplace”

Placement of the �rst aid boxes

”The employer must provide a �rst aid box or boxes at or near the workplace, available and accessible for the
treatment of injured persons at that workplace.”

How many �rst aid boxes should be provided?

The number of boxes required should be determined by the employer, taking the following into account:

the type of injuries that are likely to occur at a workplace,
the nature of the activities performed and
the number of employees employed at such workplace

Signage

An employer shall post a prominent notice or sign in a conspicuous place at a workplace, indicating where the �rst
aid box or boxes are kept as well as the name of the person in charge of such �rst aid box or boxes.

What content should the �rst aid box contain?

Suitable �rst aid equipment, as listed in the prescribed Annexure.

Annexure

Minimum contents of a First Aid Box

In the case of shops and o�ces, the quantities stated under items 1, 8, 9, 10, 14, 15, 17, and 18 may be reduced by
half. Download the list by clicking on the image below:
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Spillage kit

Please note that a spillage kit had been added to the content of the �rst aid box. (See items 19 to 22 Annexure)

May the employer keep any other articles or substances like painkillers in the �rst aid box?

Regulation 7 states that the employer must ensure that only articles and equipment as mentioned above or other
similar equipment or medicine is kept in the �rst aid box or boxes. According to the Medicines and Related
Substances Control Act 101 of 1965, no person is allowed to dispense a medicine (ie: headache tablets, cough
mixture, any other oral medicine) unless authorized to do so under the Pharmacy Act.

General remarks and comments:

Articles used for �rst aid purposes should always be replaced as soon as possible. The employer should perform
regular inspections of the �rst aid boxes in the workplace to ensure that the boxes contain the prescribed
”minimum contents”. A checklist could be used as a useful tool to ensure compliance with the prescription.
Inspections are normally done by the health and safety representative of the workplace. Items contained in the
box should also be inspected for expiry dates; expired items should be discarded and replaced immediately. Good
practice should include the use of a formal �rst aid register used for the recording of incidents.



Annexure 1 
(REGULATION 3 ) 

[As amended by G.N.R.2245 dd. 7 August 1992] 

 

MINIMUM CONTENTS OF A FIRST AID BOX 
In the case of shops and offices, the quantities stated under items 1, 

8, 9 10, 14, 15, 17 and 18 may be reduced by half. 

Item 1:Wound cleaner/antiseptic (100 ml). 

Item 2:swabs for cleaning wounds. 

Item 3:wool for padding (100 g). 

Item 4:sterile gauze (minimum quantity 10). 

Item 5:1 pair forceps (for splinters). 

Item 6:1 pair scissors (minimum size 100 mm); 

Item 7:1 set safety pins. 

Item 8:4 triangular bandages. 

Item 9:4 roller bandages (75 mm x 5 m). 

Item 10:4 roller bandages (100 mm x 5 m). 

Item 11:1 roll elastic adhesive (25 mm x 3 m). 

Item 12:1 Non-allergic adhesive strip (25mm x 3m). 

Item 13:1 packet adhesive dressing strips (minimum quantity, 10 

assorted sizes). 

Item 14:4 First aid dressings (75 mm x 100 mm). 

Item 15:4 First aid dressings (150 mm x 200 mm). 

Item 16:2 straight splints. 

Item 17:2 Pairs large and 2 Prs medium disposable latex gloves. 

Item 18:2 CPR mouth pieces or similar devices. 
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Food Hygiene

Rate This

Are your food items safe and is your kitchen compliant?

Why?

Everyone wants to eat from a kitchen where food hygiene is a priority. Even
if you have the best food hygiene practices, customers may not be aware of
this so it is important to show them that it is part of every activity.

Apart from that, food hygiene is the law and you need to comply.

What?
Food hygiene includes everything you do around food, including the storage,
production, preparation and wastage of food.

When?
Food hygiene starts when you receive a food item at your site and only ends
once that food item has been sold or wasted and disposed of correctly.

Where?
Food hygiene is mostly applicable to the kitchen, but other areas can also be
your shelves, dairy fridges and rubbish bins.

How?
There are many things to consider in food hygiene and some very strict
rules. Below you will �nd some helpful resources.

Microorganisms

We are surrounded by microscopic creatures and in food hygiene/safety we need to have a basic understanding of how they
work.

The video below can help:



7/17/2017 Food Hygiene

chrome-distiller://2022e8d0-187a-4298-b8d9-2909c6ead5e7/?time=28951522&url=https%3A%2F%2Ffcsfuelstream.com%2Fbusiness-management-d… 2/3

Hand Sanitizing 

Hand sanitizer is one of the easiest tools to use with the most bene�t. Most of the bacteria comes from areas we touch and
keeping our hands clean is an important practice.
A hand sanitizer unit should be placed at the door leading to the kitchen. Whenever you walk from the kitchen to an area
where customers are waiting to be served you can sanitize your hands and customers will see this

Tongs

There should be tongs and these should be kept in a sanitizing solution when not in use. Keep in mind that a clean tong can
be contaminated if left on a surface that has not been sanitized. This can then transfer bacteria to a food item when you
use the tongs again.
Tongs should be used for the same purpose e.g. don’t use a tong for chicken pieces and then the same tong for mu�ns

Gloves

Some customers prefer gloves whereas others prefer you don’t use gloves. One way to make it easier is to have gloves on
hand if a customer requests that you use them. Another is to have the hand sanitizer close by.

Here are some more tips on food safety, click on the images to view the video:
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Resources:

Here are some items you can download:
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Food Wastage

Why?
One of the main responsibilities on site is to manage the operational losses
of the business. This means keeping a close eye on production and
minimizing any wastage, especially of food items.

What?

Food wastage includes any perishable product that can no longer be sold
for whatever reason. This includes food that has already been produced
(e.g. pies, stew), ingredients which haven’t been used yet (e.g. eggs) and
food that cannot be sold for other reasons (e.g. over baked rolls, under
proved rolls, items that fell on the �oor, items that expired and items that are
past their shelf life)

When?
Food wastage should be part of daily operational activities. There should be
frequent checks on food production and food to be wasted must be
identi�ed as soon as possible and removed from the production area.

Where?
Food waste must be identi�ed and recorded at the source e.g. the kitchen,
fridge or freezer. It must be stored in an area that is clearly identi�ed for
WASTE products.

How?

Wasted items should be removed from the production area, written up in the
food waste register, stored at the right temperature and clearly marked as
WASTE. If the items are thrown out as rubbish it must be destroyed so that
other people cannot eat or drink it. Keep in mind that if someone goes
through your kitchen waste, �nds an item, eats it and gets sick – you may
still be liable because you did not dispose of the item correctly.

Wasted items must be removed from the stock on the system to ensure it
does not show as a “loss” when you do a stock count. Although it is a loss, it
can be explained.

Resources:

There are a number of ways to reduce the amount of food wastage at your service station. Here are a few of the most
common examples:

Make to order – if you make to order it means that a customer will place an order and then wait for it to be produced. This
reduces waste as you don’t produce a food item without a customer willing to buy it. If you produce in advance you may
have higher food wastage e.g. if you bake pies in advance and it starts raining you may sell less pies and then have to
remove the rest from the shelf and waste them.
Build-to sheets – the principle of this method is to estimate the number of items you will sell in a given period and then
produce in advance according to that estimate. For example, if a bakery knows it will generally sell 40 pies during the
normal lunch trade it can comfortably bake 35 pies in advance. This implies that you need to have accurate sales
information. You can then �ne-tune this method by creating build-to �gures for day shift and night shift and even for
different days of the week.
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Shelf minimums – this method is similar to build-to sheets as it also works from your sales information. You create a list of
products and the number of each item that should be on the shelf at any given time. For example, you decide that there
must always be 8 chicken & mushroom pies in the pie warmer during day shift on Monday to Friday and there must be 4
chicken & mushroom pies in the pie warmer during night shift. The baker then checks the shelf every now and again and if
she sees there are less than 8 pies during the day she will bake more. The problem here is that if the baker doesn’t prepare
in advance she will have to wait a long time for pies to defrost and may not bake enough in time for customers to buy them.
Issuing – another way to reduce waste is to issue only what is needed. If you give the kitchen staff access to all the
products and ingredients they will not worry about running out as they can simply go to the store room to get more. But, if
you limit what you hand out (issue) to them they have to plan better. For example, if you know that your bakery sells 60
cheese rolls during a day shift you can pre-pack the cheese and then only issue enough for 60 cheese rolls. This means the
baker has to carefully work with the ingredients to make sure she can put cheese on 60 rolls. It is sometimes di�cult to pre-
pack ingredients or products, but you should consider it as an option. Here are some ideas:

Grate cheese in advance and pre-pack bags of 500 grams in clear plastic bags closed with cable ties that must be cut to
open
Pre-pack chicken pieces in bags of 10 pieces if you bake 10 at a time
Pre-pack pies in bags of 12-36 depending on how many you bake during a shift
Pre-pack other ingredients e.g. cold meat slices (if you make sandwiches), icing mix (if you decorate donuts), etc
Some items can be bought already pre-packed e.g. cheese slices

It is important to empower your food handlers to understand what the daily sales are and how they are also responsible for
managing food wastage. They must also understand that you won’t sell anything with empty shelves, therefore some food
wastage is acceptable. A general guideline to wastage in fresh foods is 5% or below. The best way to minimize food wastage
is to plan ahead.

For general interest, below are 2 videos that will give you an idea of how food wastage impacts the world.

Food wastage footprint

https://www.youtube.com/watch?v=IoCVrkcaH6Q
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General Housekeeping

Why?

Housekeeping is the backbone of maintaining standards. Just like a car,
your business needs daily maintenance and a full service every now and
again. Housekeeping is so important, customers have identi�ed it as one of
the main reasons they will revisit a service station. That implies that
cleaners often play a much more important role than we realize.

What?

Housekeeping includes all of the following items:

normal cleaning
deep cleaning
maintenance
inspections
signage

When?
Housekeeping should happen ALL the time. For example, the cleaning of the
customer toilets need to happen constantly. You can’t do that only at
speci�c times.

Where?
Housekeeping is needed everywhere. Especially areas where customers are,
but you can’t exclude staff areas, o�ces or store rooms. Housekeeping
must be done throughout the whole site.

How?
To do proper Housekeeping you need a plan. All the tasks need to be listed
and there should be a cleaning/housekeeping register in place.

Here is a short Housekeeping story to explain why it is so important to implement Housekeeping daily:

Look at the 2 photos. Over time, the grass has moved the paving stones apart and this has allowed the grass to grow even
quicker. To �x this problem today, you would need to get all the grass and the roots out between the paving stones and then
close the gap again with cement. This will probably take quite a bit of time and require different tools.
If the problem is left alone, the concrete will eventually break or crack and will then need to be replaced altogether.

If the gardener had done proper Housekeeping every week, this problem would have been identi�ed long ago. One solution
could have been to spray some weedkiller on the area, which would have killed the grass at the root level.

The point we are trying to make with this story, is that if you do maintenance daily, the problems are manageable. But if you
leave it alone, the problems get bigger and bigger and often more expensive to �x.



7/17/2017 General Housekeeping

chrome-distiller://5d828f35-8a7d-48b8-87df-cf24bc3d2492/?time=29773718&url=https%3A%2F%2Ffcsfuelstream.com%2Fbusiness-management-das… 2/5

Resources:

Cleaning register

First, you will need a
housekeeping or cleaning
register. This is a simple
register to be completed
several times a day.

For example, you may have a
cleaning register for the
customer toilets. The register
will indicate the date, time,
the name of the person who
has cleaned the area and a
signature. This register must
be visible to customers as it
gives them assurance that
the area is cleaned often.
Even if the area is dirty,
customers may �nd it more
acceptable if they know it is
cleaned frequently.

A cleaning register can be
used in the following areas:

Any area where customers
may need to see a
cleaning register e.g.
customer toilets, eating
areas, food preparation
areas, etc
Shop �oor, fridges and
shelving
Forecourt
Employee areas e.g. kiosk,
dressing rooms, etc

Keep in mind that cleaning
equipment must be CLEAN.

We often see a sparkling
clean �oor being mopped
from a bucket that was last
washed in 2010. Remind your
cleaners to regularly wash
the buckets, brushes and
mop trolleys.

Some examples

Shop �oor – every shift or
before/after each busy
period
Shop shelving – stock
must be removed from a
shelf and the shelf
cleaned, the stock must
then be packed back with
the oldest stock on top
and in the front. Here a
rotation schedule may
apply e.g. chips shelving in
week 1 of every month,

More examples…

Forecourt – washed with
degreaser at least once a
week
Pumps and service units –
cleaned at every shift,
perhaps during the night
shift when there are fewer
customers
Waste separator pits –
once every few months
when the last pit no longer
contains separated water

Yes, even more examples…

Fridges – every week
shelves must be wiped
down –  and every month
the �oor must be cleaned
thoroughly e.g. when stock
is at its lowest and can be
moved aside easily
Food preparation areas –
every time food is
prepared, herre the
principle of “clean as you
go” always applies
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chocolate shelves in week
2 of every month, etc

and there is sludge in the
last pit

Other tasks may include:

cutting the grass
cleaning the �ower beds
emptying dustbins
disposing of empty oil
cans and paper towels
used to clean dipsticks
(hazardous substances)
cleaning the air �lters from
air conditioning or fans
(only if not working at
heights)
municipal pickup of
wheelie bins (rubbish bins)

Cleaners

Cleaners should be properly trained on a number of issues and also have access to the right personal protective equipmen
(PPE). Here are some guidelines:

Training
Personal Hygiene
Micro organisms, bacteria and cross contamination
The correct way to clean including how to use equipment, the correct procedures and personal safety
How to use chemicals and the material safety data sheets (MSDS)
How to interact with customers and employees
How to complete cleaning registers and cleaning frequency

PPE
Uniform, including correct shoes and name badge
Gloves, masks and aprons (keep in mind that if a cleaner works at the toilets and then goes to the food area, the apron
and gloves need to replaced)

Other necessary equipment (which must be cooour coded) includes:

cleaning trolley (which also needs to be cleaned weekly)
brooms and mops (colour coding helps to identify a ‘food area’ broom/mop from a ‘shop area’ broom/mop)
brushes
chemicals and dispensers (decant 20litre drums into smaller quantities to avoid over use)
cloths

Wet Floors

Wet �oors are a high risk area where people can slip and fall. Keep the following in mind:

https://fuelstream.files.wordpress.com/2015/07/housekeeping.jpg
https://fuelstream.files.wordpress.com/2015/07/housekeeping1.jpg
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You will need at least 2 yellow “wet �oor” signs to close off an area
Dont use the signs to dry the area by waving them over the wet �oor
If possible, dont close off an entire aisle, this will block customers from shopping at those shelves. Close off one half, clean
and dry it and then do the other half
If there is a spill e.g. from a cold drink, immediately place the wet �oor signs and then fetch the other equipment. This
means that the wet �oor signs must always be close buy

Customers

Our businesses exist because we have customers and we offer them convenience. Anything that is in their way, frustrates
them or makes them uncomfortable is ‘inconvenient’. Make sure that employees are always on the lookout for customers and
that they keep customers informed e.g.

Please watch out for the wet �oor, I am just going to fetch a mop
Morning sir, the �oor is wet here, can I get something from the shelf for you?

This store (image above)
even went as far as to hang a
few extra wet �oor signs on
the walls. There is also a
notice requesting customers
to place the sign over a spill if
they see one and the cleaners
haven’t been informed yet.

 

https://fuelstream.files.wordpress.com/2015/07/personae10.jpg
https://fuelstream.files.wordpress.com/2015/07/work-crew-03_320.jpg
https://fuelstream.files.wordpress.com/2015/07/wet-floor-sign1.jpg
https://fuelstream.files.wordpress.com/2015/07/housekeeping-signs-industrial-40076bbvply2wy-lg.jpg
https://fuelstream.files.wordpress.com/2015/07/housekeeping-signs-industrial-42020bbhply2wy-lg.jpg
https://fuelstream.files.wordpress.com/2015/07/images.jpg
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Vacuum System

To implement a vacuum system you must �rst understand the elements that are included:

A vacuum system has 3 main areas: Delivery area, New stock area and Old stock area
Each area is separated from another area by a gate or a line on the �oor (e.g. 5cm wide red painted line)

Note: you can also buy McGyver tape from most hardware stores and there are a variety of colours

When the receiving area is closed there may only be stock in the Old stock and New stock area
The Delivery area should have a gate or door to avoid delivery stock being taken out of receiving

The process to use the vacuum system during a delivery is as follows:

1. The gate between Old stock and New stock is closed and the Delivery door is opened for delivery personnel to
bring in stock

2. If possible, all delivery stock is placed in the Delivery area and the delivery gate is closed
3. The invoice is checked from top to bottom, left to right and every time an item is checked on the invoice, the

box is moved from the Delivery area to the New stock area
4. When everything on the invoice is checked there should be no stock in the Delivery area
5. The invoice is signed and given to the delivery person without anyone being allowed to enter the New stock

area
6. The Delivery gate is opened and the delivery person may go to the front of the shop to receive payment (if

needed)
7. The Delivery gate is closed and the merchandiser proceeds to place one of each product in a basket and is

given to the Back o�ce for capturing the invoice
8. The store room and receiving area remains closed at all times unless stock is being issued. Employees must

not be allowed to move in and out of the store room or receiving area whenever they want

Not all sites have su�cient space to implement the vacuum system. If this is the case you should at least do the
following basic elements:

Ensure that new stock and old stock don’t mix during a delivery
Ensure that each box is moved to a different spot when it is checked off on the invoice
Ensure that delivery personnel are never left alone with stock or that the person signing and checking the
invoice never loses view of all stock e.g. don’t turn your back on the stock when signing the invoice
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UPDATE: Another few items to consider are:

You should ideally not be able to take stock out the back door during a delivery
The person accepting the delivery should be able to focus and not be distracted by other employees, other
tasks or his/her cell phone
Your back o�ce manager must be able to recheck a delivery by going to the store room, and then the delivered
stock should be packed separately from “old” stock
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Planning

We recently assessed around 10 shortlisted candidates for management positions at service stations. As part of
their interview they each had to complete an In Basket Assessment to test computer skills, attention to detail, etc.

One section of the assessment dealt with planning and prioritizing. Each candidate was given information about a
typical day at site. They had to plan and prioritize 15+ actions of which they could choose only 9 to do on that day.
They also had limited time in which to complete the assessment which added more pressure. We included some
operational, customer and con�ict issues. We noted that most of the candidates had a fair ability to plan, but
struggled with prioritizing when under pressure. Con�ict situations were almost always moved to later in the day.

We have done dozens of performance reviews during the last year and one of the major gaps identi�ed in most
managers’ performance is the lack of planning and prioritizing.

In his book “The Slight Edge”, Jeff Olson simpli�es planning as follows:

“… there are four simple and fundamental steps you need … for a goal to come true:

You must write it down, make it speci�c and give it a deadline
You must have a plan to start with
You must understand and pay the price
You must look at it every day”

He elaborates further in the book on each step.

Write it down – this requires you to envision what you want to achieve and to take it from an idea in your head
to a statement on paper.
You have to start with a plan, but the plan you start with will not be the plan that gets you there. Simply because
each step gives you more insight and experience. This allows you to �ne tune the next step and make changes.
Understand and pay the price – to get something you must give something. Time, energy, money, giving up a
luxury, being tired more often – you need to acknowledge it and agree to “pay” it.
Look at it every day – reminding yourself constantly will avoid sidetracking into other things.

My dad taught me a very simple way of planning and prioritizing which I use to this day. Make a list and divide the
items into short term and long term. Short term is for the next 14 days. Long term is for later. Every time you think
of something you want to do write it down. Every few days rewrite the list and evaluate each item on the list.

Tim Ferris also writes: “If you can’t de�ne it or act upon it, forget it”. So if you can’t explain it simply or take action,
cross it off the list and forget about it.

I must admit that every time I rewrite the list I feel more organised and every time I cross something off the list I
feel I have made progress. Try it.
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DON’T convince yourself that you have your plans neatly organised in your head and that you will remember it
all clearly. Each day we are bombarded with new ideas and differing points of view that can easily take us off
course.
DO use whatever you feel comfortable with to plan. Some people use a small note book they keep in their
pocket. Others use their phones or a diary. I use an A5 shorthand notebook. Make sure you can keep it with you
at all times and make sure you check it every day as often as you can.
DON’T think that you need the “perfect plan” before you start. Just start. The plan will become clearer as you
take each step.

On a Monday morning, before you get stuck into doing your job or running your business, sit down in a quiet spot
and rewrite your 14-day Action Plan. List what you want to do in the next 2 weeks. Anything that you can’t do, but
don’t want to forget, gets written on another page with the other Long Term items.

Once you have your 14-day Action Plan, pick the 2 things that scare you the most and do them �rst before 11am.
Get them out of the way so you can focus on positive things, otherwise you will continue to procrastinate and the
stress will affect everything you do. If you need to talk to yourself in the mirror or get a strong cup of coffee to
build up courage – do it. Don’t tell yourself “I’ll do it tomorrow.”
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Priorities – Eisenhower Decision Matrix

Rate This

Priorities

(how to prioritize using the Eisenhower Decision Matrix)

Who was Dwight Eisenhower?

Dwight Eisenhower lived one of the most productive lives you can imagine.

Eisenhower was the 34th President of the United States, serving two terms from 1953 to 1961. During his time in
o�ce, he launched programs that directly led to the development of the Interstate Highway System in the United
States, the launch of the internet (DARPA), the exploration of space (NASA), and the peaceful use of alternative
energy sources (Atomic Energy Act).

Before becoming president, Eisenhower was a �ve-star general in the United States Army, served as the Supreme
Commander of the Allied Forces in Europe during World War II, and was responsible for planning and executing
invasions of North Africa, France, and Germany.

At other points along the way, he served as President of Columbia University, became the �rst Supreme
Commander of NATO, and somehow found time to pursue hobbies like gol�ng and oil painting.

Eisenhower had an incredible ability to sustain his productivity not just for weeks or months, but for decades. And
for that reason, it is no surprise that his methods for time management, task management, and productivity have
been studied by many people.

His most famous productivity strategy is known as the Eisenhower Box and it’s a simple decision-making tool that
you can use right now.

You can watch a video below and some tips further down.

Using the Eisenhower Matrix

https://www.youtube.com/watch?v=suGXZ1869qc
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What is the Eisenhower Decision Matrix

President Dwight D. Eisenhower was the 34th president and a �ve star general during World War II. He won his
�rst presidential election by a landslide, built the Interstate Highway System, and created NASA. Which is to say,
he was pretty productive. Let’s take a look at a few of his best tricks for getting all that done. 
The Eisenhower Decision Matrix is a time management technique based on an unveri�ed quote often ascribed to
Eisenhower:

What is important is seldom urgent and what is urgent is seldom important.

The basic premise here is pretty simple: some tasks are urgent and others are not. When you organize those, you
can make better use of your time. From this quote, the Eisenhower Decision Matrix was born. The matrix consists
of a square divided into four quadrants. Although it’s not really clear if Eisenhower himself used a matrix like this,
it’s helpful nonetheless if you’re trying to prioritize your time.

Here’s the basic gist of how the four quadrants are organized:

1. Important/Urgent quadrants are done immediately and personally
2. Important/Not Urgent quadrants get an end date and are done personally
3. Unimportant/Urgent quadrants are delegated
4. Unimportant/Not Urgent quadrants are dropped

The real crux of this matrix is differentiating between urgent and important.

Clearing your Inbox on Outlook, can take a lot of time every day, and it is probably neither urgent or important. Be
careful when starting your day with email. If you are one of those people who have their most productive hours in
the morning, don’t spend it reading and replying to emails. 
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Urgent tasks require immediate attention, important tasks contribute to long-term goals.

Urgent means that a task requires immediate attention. These are the to-do’s that shout “Now!” Urgent tasks
put us in a reactive mode, one marked by a defensive, negative, hurried, and narrowly-focused mindset.

Important tasks are things that contribute to our long-term mission, values, and goals. Sometimes important
tasks are also urgent, but typically they’re not. When we focus on important activities we operate in a
responsive mode, which helps us remain calm, rational, and open to new opportunities.

The end goal of the matrix is to help you �lter the noise from your decisions and concentrate on what really
matters.
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Employee Areas

Here are some things to consider in Employee Areas:

Dressing Rooms

It is part of our responsibility as business owners to provide each employee with a place to safely store his/her
belongings. Lockers are an obvious solution for this, but they take up a lot of space. Some service stations have
installed additional shipping containers or wendy houses for the lockers, but this is not always possible.

Lockers should be locked, but sometimes the keys go missing, so we can suggest the following:

provide locks for each locker and keep spare keys in a safe location
keep a few backup locks in the o�ce
if a lock or key goes missing, the employee is responsible to pay for another lock
set clear guidelines and rules about what can be stored in a locker
also, set clear rules about stickers, breaking into lockers, damaging the door panels, etc

Uniforms

Uniforms are part of Personal Protective Equipment (PPE) and remain the property of the company, this
includes name tags, safety shoes, gum boots, etc
Cleaning and looking after the uniforms remain the responsibility of the employee
Some service stations do not allow their employees to take their uniforms home with them. They also provide a
washing machine and dryer on site. Each employee books their uniform in for cleaning when needed and
receive it back when they are on duty again. This also prevents new employees from taking the uniform with
them if they don’t return to work for whatever reason.

Staff Toilets

Staff toilets are usually the worst places on site. They often are the most dirty and receive the most abuse.
Unfortunately many sites give up on maintaining the staff toilets which does not show a lot of goodwill towards
employees
The service stations with the best facilities usually have very strict policies and a strict cleaning schedule



7/17/2017 Employee Areas

chrome-distiller://fe7c2823-29e0-40ee-bcd5-28991667d734/?time=45644385&url=https%3A%2F%2Ffcsfuelstream.com%2Fbusiness-management-da… 2/2

The service stations with the worst facilities usually leave the maintenance and cleaning to the employees to
organize and the management rarely go into the staff toilets to see for themselves

Attendants kiosk

The kiosk is usually the place where employees eat and rest. At some service stations it is also a place of
safety with a bullet proof door to close in case of emergency
It normally includes a notice board or two and should be were you post laminated notices of the following:

code of conduct
rules, policies and procedures
notices and reminders
rosters and other scheduling
anything that needs to be accessible to employees or that you require them to “always know about”

If you don’t have enough space in your kiosk you can consider placing all the documents in a �le and
connecting the �le to a chain which is bolted to the wall
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Cash Flow

1 Vote

Identify Cash Flow problems before they start by projecting for the next 12
Months

Most of us keep a close eye on our bank account. It is critically important to monitor whether all cash, card and
other payments are received on your bank statement.

However, the bank balance is not always a good indicator of the health of your business. You may have a positive
bank balance, but you may be losing a lot of money in the process between receipt and banking.

One of the ways you can see the impact of cash �ow in your business is to create a 12-Month Income, Expense
and Cash Flow Projection. (This is one of the critical templates we provide separately to our clients.)

The goal of the projection is to calculate the start and end bank balance each month and then to see how this
balance moves up or down over the 12 months depending on how your business currently runs. You should
include the following:

Opening bank balance
All income
All expenses
All cash �ow expenses

Once you have the projection set up, you can make changes to the next 12 months information and see how that
affects your cash �ow, e.g.:

reducing or increasing margins
reducing or increasing expenses
what will happen if you continue on the current course

The projection is also helpful in showing your bank/funder/partner what the impact of a revamp/closure will be
and what the recovery period will be.

Here are a few examples of where cash and payments can go missing and subsequently impact your cash �ow:
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Safe drops – you must reconcile the safe drops made on the till with the safe drops made on the electronic
drop safe or in the manual drop safe. Also, if your safe drop pickup does not coincide with your End of Day you
need to reconcile the drops with each day’s takings. For example – a cashier can simply make a safe drop on
the till and NOT make it in the drop safe, pocketing the money. Manual drop safes have the further risk of safe
drops going missing after the CIT have picked up the box and your money being short-banked at the cash
centre.

Card payments – you should take each day’s long speed point banking slips and tick off each actual slip on the
list. This ensures that you have proof of payment for each card transaction. It provides an opportunity to pick
up reprinted slips and possible fraudulent signatures. For example – if you don’t check that you have every card
transaction slip an attendant could easily use stolen cards to process transactions and just throw away the
slips (evidence).

Batches – you should keep a batch control register on a spreadsheet. Record the batch numbers each day and
the total payments received on that batch. Batches have gone missing in the banking process, especially when
machines are repaired or replaced. This spreadsheet can be printed weekly to use in reconciling card banking
totals with the bank statement. For example – some banks show deposits as a total amount, while others
show each subcategories deposit e.g. �eet cards, garage cards, debit cards, etc

Daily banking – ensure that you have a proper control for daily banking. Daily cash in drawer (last notes/coins)
should be banked diligently and the deposit slips kept as proof. Many sites have lost money when “small”
banking is not controlled. For example – the last notes/coins are often left in a packet in the o�ce or
“supposedly” added to the petty cash. All money found in the cashier/o�ce area should be deemed to be the
property of the company and banked immediately. Sites that receive a lot of small change should be
particularly careful to bank each cent.

Delete/Cancel transactions – One of the easiest ways for cashiers/managers to skim cash from your tills is to
have items or transactions deleted or cancelled. Your business receives the payment from the customer, but it
doesn’t even make it into the drop safe, o�ce or the bank. For example – a cashier scans items for a customer,
the customer pays, but the cashier doesn’t �nalise the sale. The cashier then claims to have made a mistake
and the manager deletes items or cancels the transaction. Cashier activities should be monitored and the
Operations Managers should query each delete/cancel request by the cashier before allowing it. Be wary of
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cashiers that keep slips with numbers on in or around their till or in their pockets. It may be a list of amounts

they have skimmed so far.

Controlling your daily banking is critical to maintaining a healthy business.

DON’T assume that every cent is being controlled until you have procedures in place to ensure this
DO balance each day individually to ensure you have a cut-off point for all banking. Then ensure you balance
each day.

Make it clear to your cashiers that safe drop slips, card transaction slips, etc are the same as cash. If they are
short on slips it is the same as being short on cash. Follow it up on a daily basis to ensure that you have each slip,
every day.
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Cashier Skimming

Here are some tips to keep in mind:

You may suspect that your cashiers are skimming cash by not ringing all items or partially ringing transactions,
still charging the customer the full amount and then taking the cash.

Look out for the following:

Incomplete transactions. This would be were the cashier frequently has a transaction that “still needs to be
done” or wasn’t completed correctly. Of course, the cashier could have a valid reason, but if this happens
frequently you should investigate.
Slips of paper with amounts written on them in the cashier’s pocket, under the till drawer, etc. This is where the
cashier has to keep track of the money they are skimming and does so by writing down the amounts during the
shift.
Mixed coins in one of the cash drawer’s compartments. After each “skim” the money is put aside in the till
drawer. If questioned the cashier may say its tips or payments they haven’t sorted yet because they’ve been
busy helping customers.
Requests by the cashier for refunds, deletes or voids without a customer being present or without a valid
reason.
Using the supervisor/manager password without the supervisor or manager being present.

This is fairly easy to check on any shift by using the CCTV cameras, which should be positioned above the cash
drawer.

Cashiers are the gatekeepers of pro�ts in your business. They are in a position to ensure that every cent makes it
into your bank account.

However, they remain minimum wage workers with families to support and debts to pay. This places them in a
position to be tempted to do the wrong thing. There are many ways that cashiers can “skim” money from the tills.

The basics:

A cashier should never be allowed to refund, delete or cancel a transaction. Only allow this during day shift and
with a supervisor/manager password.
Supervisor/Manager passwords are easy to pick up as the supervisor or manager is usually not concerned
about who’s looking when they enter their password. Change them frequently.
Don’t use the same passwords again and again as employees can easily test the old passwords they have until
they �nd the one you are using currently.
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The best ways to skim remain the same year after year and throughout the Retail industry. Here are a few of the
most devastating “skimming” techniques to look out for:

No Sales

Cashiers can become very good at “appearing” to scan/ring up items, open tills and even provide receipts. The
customer pays over the money thinking that the transaction was done, receives change and a receipt (who
checks them anyway?) and leaves the store. The cashier pockets the money.

Delete

A cashier scans/rings up a few items, accepts the cash from the customer and gives change, but does not pay
off the transaction on the till. When the customer has left the cashier deletes the transaction and pockets the
money.

Refunds

Same procedure as with a Delete transaction, however the cashier pays off the transaction and then creates a
refund afterwards.

Cancel
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Cancelled transactions work the same as a Delete, but the cashier just cancels a few items or the whole
transaction and pockets the money.

The best practices for controlling these items are:

Using passwords to control no sales, deletes, refunds and cancelled transactions.
Following up and monitoring these transactions every day. Let your cashiers know you’re checking.
Requiring customer details for refunds so you can phone and con�rm that a refund was done – it’s also a good
opportunity to apologize if a mistake was made.

A �nal favorite is daily shortages. If you allow cashiers to balance within R10 short/over per day you are creating a
R10 per day loan scheme for your cashiers. Don’t think they won’t use it. Cashiers can balance to within R1; it only
requires concentration and a good set of rules and procedures to follow. They can provide the concentration; you
must provide the rules and procedures.

DON’T assume that things happen quickly. Any person tempted to steal will start small and work their way up.
This makes it more di�cult for you as business owner to pick it up. A gradual decline in pro�ts or gradual
increase in stock losses doesn’t always ring the alarm bells in our heads.
DON’T make the mistake of thinking that a loss of control for an hour or a day has a small effect on your
bottom line. Experienced cashiers can cause massive damage in one day when they see an opportunity.
DO ensure that you have daily controls in place and very clear procedures for your cashiers to follow. If a
cashier fails to follow a procedure ensure you discipline quickly and fairly.

Cashiers learn from each other. If you �nd a problem, �x it quickly and make all the cashiers aware that you have
acted to close a gap or address a problem. The cashier who was thinking of trying the same trick or using the
same opportunity to skim money will think twice.
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Car Wash Reconciliations

Here’s how to check your Car Wash Reconciliations:

Car Washes are one of the places where employees can skim money and you need to ensure this does not
happen. The basic principle to apply is that “every wash must be paid for in full”.

To do this you need certain information:

A complete price list
How many washes were done?
Which extras were done?
How did the customer pay?

Once you have this information you can complete a reconciliation by checking that each wash and extra type has
a corresponding payment. It is not su�cient to check that the total number of washes match the total number of
transactions.

Also, you need to have a system in place to ensure that each transaction is captured correctly e.g. a full wash
customer pays for a full wash not a wash & go. To do this you need to have controls in place to identify which
wash the customer wants and whether the employees only did what was paid for. Here are some best practices:

Insist that customers pay at the cashier – do not have a separate cashier or keep a �oat just for the car wash
Keep a duplicate slip at the cashier and ask the customer to write their registration number on the slip – this
makes it easy for a manager to take a slip and go to check if the wash/extras are the same as the transaction
Do spot checks – ensure that a valid slip is available for every customer in the wash or extras bays
Make employees aware that no customer should be helped unless there is a valid till receipt
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