ENC 3250, PROFESSIONAL WRITING ¢ USF SARASOTA-MANATEE

DATE: 3 Sept 2006

FROM: T. Roberts, Instructor

To: ENC 3250 Students, Fall 2006 semester

SUBJECT: Business document titled Ol was never told that ...O

The attached document was distributed recent ly to employees of a large, nationally known retailer
which has several stores in the Sarasota-Bradenton area. (The blank underscores indicate omissions
of words that identify the name or location of the company.)

While this document contains a wealth of detail that is important to both management and staff of
this company, it raises several questions that are relevant to the learning objectives for you as
students in the ENC 3250, Professional Writing. These are summarized below:

Is this document a “memo”? If so, why does it not conform to the universally recognized
standards for such a communication, with a date, FROM line, TO line, SUBJECT line, and
COPIES TO line? Would it benefit from the use of such formatting elements as subheadings,
boldface, italics, underscore, and bullet points? The identity of the sender or intended
recipient(s) of this document is unknown. Does the sender have something to hide?

Is it reasonable to expect employees to absorb all of the information in this document
without an opportunity for open questions and answers in a live meeting with management?
Note that the entire document consists of around 2,000 words. A normal business memo
should consist of no more than 500 words because this is as much as one can reasonably
expect a busy person to READ AND UNDERSTAND at one time. If a lengthier message is
needed, it should be treated as an attachment.

Are there alternative formats for this communication that would be more efficient and
effective, such as a brief video? a PowerPoint presentation? a brief booklet or brochure? a
website that can be accessed through the company intranet? a live speech by management?

If you were an employee receiving this document, how would you react to it? Would you be
inclined to study each detailed point and then try to conform your job behavior to the
requirements specified? Would you likely get together with co-workers during a break and
share expressions of confusion and even derisive laughter over the document? Would you be
inclined to take it seriously as an effective communication from management?

These and similar questions should help you as students better understand the real -world
challenges of both managers and staff members in sending messages that are vital to the success of
an enterprise. | welcome your questions and comments on this document for our class meetings on
Sept. 7 and Sept. 9.
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"I was never told that..."

From time to time, we have to "remind" an associate about a work
rule. A frequent response to this is "I was never told that." Every
employee at — attends an orientation class. During that
class, each of the things listed below is discussed. The new
employee then signs a form that says these things were explained
to them, and that they understand them. This form is part of each
employee's personnel file. Nothing listed below is new. Each of
us is responsible for knowing and adhering to the following:

-- The employee entrance is on the dock. This is the ONLY door
we are allowed to use at the beginning of a shift and at the end of a
shift. Suppose my schedule says 1 work 9:50-1:00, 2:00-6:00. At
9:50 (or shortly before) I should use the employee entrance to enter
the store. When I clock out for lunch at 1:00, I CAN use the mall
entrance to go into the mall (as long as I am off the clock). I also
CAN re-enter the store through the mall when I return from lunch.
At the end of my shift, after I clock out, the ONLY door I can use
to exit the store is the employee door on the dock. If 1 clock out
and then go back into the store to do some shopping, that is fine.
But after my shopping is complete I MUST exit through the
employee door on the dock.

-- Every employee must park in the employee parking area. This is
on the East side of the mall. The ONLY spaces employees may
use are the spaces that face —————— | the street that connects
If all the spaces facing
Ave. that are in front of the store are full, we continue to park
facing —————— using the row of parking that runs all the way
towards . We NEVER park in the parking spaces
that are parallel to the store. There are a very small number of
associates (less than 5 of us) who have permission to park near the
dock door in a spot parallel to the building. This is because there
associates have state issued Handicap Parking Passes. The purpose
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of these passes is to allow these people to park near and entrance
and limit their walking. They could park in the blue handicap
spaces, but since they have to use the employee entrance, it makes
more sense for them to park where we allow them to park. Other
than those people, no one can park parallel to the store. The fact
that it is 175 degrees outside or raining does not change this policy.

-- The store opens at 10am on Monday - Saturday and 12pm on
Sunday. We have a meeting near the dock entrance prior to
opening and usually make an effort to get the doors open a few
minutes early. If you have things you need to do before the store
opens -- like put your lunch in the break room -- we encourage you
to do that prior to coming to the meeting. Once the meetings end,
we have very little time to get to our areas. If the doors open and
we aren't in our areas, our first customers can't get help. One more
thing: sometimes a customer may enter your area before you have
finished counting your drawer. Don't count the drawer before you
help the customer and NEVER ask a customer to wait while you
count the drawer. The customer can always walk away, the drawer
will still be there. Counting the drawer won't earn you a sale but
helping the customer will, so let the drawer wait until you are free.

-- The store closes at 9pm Monday - Saturday and 6pm on Sunday.
At the time of store closing, you will hear the operator make an
announcement that we are closing but that all register will remain
open. If you do NOT have a customer in your area at this time you
can start to count your drawer, but you can NOT reset. Do NOT
reset any registers until you hear a manager announce that you may
reset. There is no reason to have money out of the drawer and in
gold bags if all doors are not locked. It's not safe. If you feel you
have too many registers to reset, please page a manager, we will
arrange for someone to help you. Do not count before 9pm, do not
reset until you hear the announcement.
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-- There is some confusion about audit copies and when to print
them. We always want to swipe the customer's credit card when
we ring a sale, by swiping it we can prove that the card was in the
store. If we can't swipe it for some reason, then we will key the
card number in by hand. Once you enter the amount of the
purchase, the register is going to tell you to "Press /" to generate an
audit copy. There is only one circumstance when you really want
to do this: if the customer is in the store with the credit card and
the card won't swipe because the magnetic strip is bad, then we
must print an audit copy and imprint the credit card on the audit
slip and have the customer sign it. Turn this audit copy in at the
end of the night. This proves the card was here. There are other
instances when you key the card in by hand but do not print an
audit copy. Instead, of pressing "/", you press "enter" and the pen
pad will then ask for a signature. Here is when you would do that:
I. If'itis a presell -- press enter and sign "presell" on the pen pad.
2. If it is a phone order -- press enter and sign "phone order" on the
pen pad. Finally, if we are having equipment problems, your
register may not ask the customer to sign the pen pad, it may just
spit out an audit copy all by itself. If this happens, imprint the card
on the audit copy, have the customer sign the audit copy, and page
a manager. Don't use that register again until the pen pad is fixed
or replaced.

-- The house package policy applies to any purchase I make in this
store. Even on my day off, I must follow the house package
policy. The house package policy says that any purchase I make in
this store must be taken to customer service after my shopping is
complete. I must have each package checked and sealed. If1
make a purchase at another store in the mall and then bring it into
the store, I must have that package checked and sealed also. Any
return being made by any employee must be made at customer
service/gift wrap.
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-- We do NOT HOLD merchandise for employees or anyone
eligible for employee discount. I can NOT take something I want
to buy back to my wrapstand and hang on to it until I clock out. T
can NOT hand something T want to buy to another associate and
ask them to hold it for me until I clock out. I can NOT hold
something for another employee until they clock out. We will hold
merchandise for non-employee customers until the close of the
following business day. It is NOT permissible to hold something
for a customer "until it goes on sale." Employees who hold
merchandise are in violation of a very serious group of work rules
intended to prevent someone of being falsely accused of theft.
Don't do it.

(It should be noted that "Pre-sell" is not considered a hold. "Pre-
sell" occurs when a special event is coming up and a bonus item
will be available at the start of the event. Examples include a
cosmetic gift with purchase, or an event where you receive a gift
card for purchasing a certain dollar amount from a particular
vendor. Because this special offer is not available until the event
begins, we do allow associates to reserve merchandise in advance.
Pre-sell for employees should be handled just like pre-sell for all
customers).

-- Food and drink are not permitted on the sales floor. At the
current time, employees are being permitted to have a bottle of
water with a cap on it as long as they keep it under their wrapstand
and out of customer sight. This is a privilege, not a "right". If
abused, it will be discontinued. Coffee, sodas, snacks, gum are
never permitted for employees on the sales floor. Mints/hard
candy/cough drops are ok. Customers can bring food and drink
into the store wherever they want. Employees can not have food
and drink because: 1.1t can damage the registers if spilled 2. It
ruins the carpet (we are preparing to spend over $6,500 to
professionally clean the carpet in the entire store, and by far the
worst areas are being the registers) 3. It doesn't look professional
(imagine going to a bank and preparing to make a $250 or more
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deposit and the teller has a bag of Cheetos on the counter. Are you
handing your check to someone with orange fingers??).

Finally, if you see a spill on the marble or carpet, please call
housekeeping a.s.a.p. The sooner we clean it, the less damage it
causes.

-- We do not take breaks (on the clock 15 minute breaks) afier
6pm. We schedule fewer people work in the evening because there
are fewer customers. We want you to have a chance to make your
SPH raise goal, even if you are working in the evening. Butif you
leave the floor to take a 15 minute break and a customer visits your
area, there will be no one available to help that customer. No
breaks after 6pm. On Sunday, no breaks after 5 pm.

-- The dress code used to be very specific, and very limited. As we
have become a more style-focused store the dress code has been
relaxed. The purpose of this was NOT to allow associates to dress
more casually. It was changed to allow associates to dress more
in-line with the trend conscious clothing we have added to our
assortment. There are some things that are never appropriate under
the dress code:

1. Each cosmetic line has a specific dress code that must be
adhered to.

2. Open toe and/or open heal shoes are permitted. F lip-flops are
NOT permitted. A flip-flop is defined as a thong style sandal with
no heel. Ifit's flat and there is a strap that goes between your big
toe and the second toe, it's a flip-flop and you can't wear it. It
doesn't matter if it has a million rhinestones on it or Donald J.
Pliner designed it -- flat + thong = flip flop and it's not allowed.
Also, a platform flip-flop is not allowed. Even though it has an
clevated sole, it's still "flat" (the heal and toe are the same height).
3. Your name badge is part of your dress code.

4. There is no use of cell phones permitted while you are on the
clock. (Dress code may seem an odd place for this rule to fall, but
that is where it is listed in the Company Policies, so that is where
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we have included it in this "reminder."). This means that if I'm
walking from my department towards the time clock to clock out, T
can't make a phone call while I'm walking there. If1 walk in the
store to clock in and I'm on my phone, I need to end the call before
I clock in. The reason this is important is looks really bad to a
customer to see someone who is working but making a personal
call. Once you clock out, you are free to use your phone wherever
you want.

5. Denim (pants, skirts, shorts. Jackets, tops) is never allowed.
Shorts are never allowed. Capri's are allowed only if they are
dressy Capri pants. Cotton/Khaki style Capri's are not dressy, and
are not allowed.

6. Men must always be wearing a dress shirt and tie,

7. Women's tops must not be overly revealing. No bare midriffs
are allowed. Sleeveless tops are allowed but "strappy" tops are
not. Straps must be at least 3 inches wide.

A couple of other things that are NOT part of your signed
personnel file but need to be reviewed:

-- The door that connects the handbag area to the ASM office
should not be used by sales associates unless accompanied by a
manager. It's a great shortcut to get to customer service, but
sometimes there is a conversation taking place in the office area
that needs to be held in private. So please don't use this door.

-- An easy way to make sure your register stays stocked with
supplies is to use a Supply Request form. They are located under
the time clock. Just fill out what you need and leave it on
Michael's desk on the dock and the next morning before the store
opens you will be restocked with the supplies you requested.

-- There is a line of yellow tape on the dock that separates the time
clock and hallway area from the main unloading area. On days we
are working a truck, please try to stay on the side of the yellow line
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away from the processing area. This is for your safety, we had
someone slip on a plastic clip that a lot of the merchandise is
packed in. It's just safer to stay out of that area.

-- When you get a credit application, please page | It's
more likely that we won't be in the office than that we will. Page
us and we will come to you. We love that you are getting accounts
and you are NOT "bothering" us when you page us. We may not
be available to come right that second, but we will be there a.s.a.p.

-- Associates do NOT get a discount if they use a "split tender"
payment. In other words, if I have a $10 gift card and 1 buy
something, use that gift card and then pay for the rest on my
employee discount account, I will not get a discount AT ALL on
that purchase. There is no way for the store to fix this.
Recently, we have had a handful of problems with employee
accounts. Pre-pay accounts are sometimes requiring a payment to
be posted for 48-72 hours before an employee can make a purchase
against that payment. We are working with GE credit to {ix this.
In the meantime, please keep in mind that I may need to make a
payment today for something I want to buy in 2 or 3 days (this
does NOT mean it is ok to hold the item). Also, some new
associates have had a problem where their account has not been
coded with the discount. If this happens, please see __. We CAN
get GE to fix this and you WILL have the discount credited to your
statement.
-- There is some confusion about Rewards Certificates. Customers
who open a new account get $20 in rewards certificates attached to
their first statement. Do NOT tell customers they will get a $20
credit on their statement. They get 2 $10 "coupons" for future
purchases. Customers can use their rewards certificates on any
purchase as long as 1. the purchase costs as least as much as the
certificates are worth (ie, can't buy a $5 item and use a $10
certificate) and 2. they pay for the rest of their purchase using their
account. If you ring a certificate and no other items, the
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customer does not get a credit. Also, the certificates and the
merchandise must all be rung on the same transaction. If you ring
the certificates on one transaction and the merchandise on the very
next transaction (or the other way around, ring the merchandise on
one transaction and the certificates on the next) the register does
not know to "combine" those transactions. It has to be rung
together. Certificates can not be used as a payment. Think of
them kind of like an extra % off a purchase, except instead of a %
it is a set $ amount. Customers can use multiple certificates as
long as the purchase is at least as much as the total of the
certificates (in other words, if | buy a $50 item and want to use 4
$10 certificates, that will work. But I can't buy a $50 item and usec
6 $10 certificates, the certificates are more than the purchase
amount).
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