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1. Welcome Note from the Directors 

Congratulations and Welcome to Flower Child Cafe. Our success depends on “YOU” the 

employee. 

Our commitment to you is to provide you with the very best working environment and 
the enjoyment that being part of a team can provide. 
 
We wish you every success on the road to becoming an efficient, competent and above all 
FUN member of Flower Child Cafe! 
 
GOOD LUCK! 
 

Kind Regards 
 
Sam and Yan 

 
 

2. Overview of Flower Child Cafe 
 

The Flower Child Café was founded in 2016 Chatswood Westfield. 
 

Flower Child Café provides homestyle food and specialty coffee from The Grounds. We 
are committed to bring the beauty of the outdoor, inside of urban life. The brand was 
initially founded, designed and operated by the Grounds of Alexandria family.   
 
Our Mission Statement: 
To serve high quality and instegrammable meals, as well as creating the best café dine-in 
experience that customers would forget being in an urban area. 
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3. Behavourial Guidelines 
 
Reasonable conduct is expected from each employee for the safety of all and the conduct 
of good business. Employees are required to act in accordance with the contents of this 
booklet, legislative regulations, company policies and procedures, and customer policy 
and procedures. 
 

The Code of Conduct for Flower Child Cafe is outlined below: 
 

All staff must: 
• Arrive for all shifts in the appropriate uniform (see Uniform and Grooming.) If you do not 

have the correct uniform, you may be sent home. 

• Be of neat and tidy appearance including hair being tied back and minimum jeweler 
should be worn during the shift especially the kitchen staff. 

• Show up on time for every shift and if unable to, give as much notice as possible. 
• Work in a safe and appropriate manner. 
• Treat co-workers with respect. 
• Inform your Manager of any condition and/or medication currently taken that may have 

an adverse reaction to certain conditions you may be working under (eg. heat, cold etc). 

• Be courteous and helpful to all employees of Flower Child Cafe. 
• Perform duties in a timely manner. 

 

Staff must not: 
• Arrive for a shift under the influence of alcohol, have alcohol on their breath, or under the 

influence of any other drug unless prescribed by a doctor. 

• Work in a manner which may endanger the safety of others or yourself. 
• Consume alcohol or any other substance, which may affect your performance while at 

work, wearing a Flower Child Café uniform near the venue. 

• Harass any person in a sexual, physical or emotional manner or use inappropriate or foul 
language. 

• Smoke in uniform. 
• Consume food in uniform unless on a meal break.
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Fair Treatment policy 
 

Flower Child Café supports the right of every employee to lodge a grievance with his/her 
Manager, if the individual believed that a decision, behaviour or action that affects their 
employment is unfair. 
 

If you have a grievance regarding your work or work environment, first talk to your 
Manager. When you make a report, it will be discussed with you and investigated. 
 
Equal Employment Policy 
Flower Child Café is committed to equal opportunity for all employees regardless of race, 
sex, age, creed, sexual preference, marital status, disability or colour. Flower Child Café will 
not tolerate discriminatory practices in the workplace. Employees found to have been 
discriminatory will face disciplinary action.  
 
Workplace harassment 
Workplace harassment is any form of behaviour that is not warranted and not asked for. 
It is behaviour that offends, humiliates or intimidates. Workplace harassment is an 
unacceptable and unlawful form of behaviour. 
 

Flower Child Café will not tolerate workplace harassment and violations will result in 
disciplinary action. General workplace harassment can include such things as bullying, 
jokes based on gender etc., verbal abuse or “put-downs”. 
 
Sexual harassment includes unwelcome, unwarranted or unsolicited conduct of a sexual 
nature. This conduct may be of written, verbal or physical nature and can occur regardless 
of any innocent intent on the part of the offender. 
 
Alcohol /Drug Use 
 

It is not permitted at any time to consume any alcoholic beverages during your shift 
(unless it’s for work purpose in a licensed venue). Should an employee be found in 
possession of, using and or under the influence of alcohol or non-prescription drugs, 
he/she may be removed from the venue. Discipline and/or legal action may also be taken. 
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4. Our Customers 
 

We are in a service business and superior service is essential to our success. Good service 
makes good business sense. 
 

We must remember at all times that the customer is the reason for our work and not an 
interruption, and someone we need – not someone who needs us. 
 

Every individual customer must be happy! That means good service – and at the same 
time, good business. 
 
Customer Satisfaction 
 

Our job is about satisfying customers. This is the major focus of our business. Ensuring 
excellent customer service means: 
 
• Having the right attitude with dealing with the customer; 
• Accepting that service is only excellent if the customer sees it that way; 
• Making sure you know exactly what the customer wants; 
• Sincerely wanting to help your customer; 
• Looking at each customer and saying to yourself “You make my job possible”; 
 
Excellent Customer Service 
 

Our promise to our customers is “Service, Quality, Satisfaction”. Everyone in contact with 
the customer has an opportunity and the obligation to deliver this promise. The following 
practices and guidelines are to be used by everyone involved in serving our customers. 
 

1) Customer first 
Serving your customer is our first priority. If a customer is waiting for service, stop what 
you are doing (as soon as it is safe to do so) and serve them. 
 
2) Greetings and courtesy 
Greet customers in a polite and friendly manner. All communications with customers are 
conducted in a way which promotes goodwill, trust and satisfaction. 
 

3) Non-verbal signals 
Two simple things you can do to give a positive impression are to make eye contact and 
smile.
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4) Pay attention 
Do not engage in other conversations or activities whilst serving a customer, give your full 
attention to serving them. 
 

5) Maintain professional distance 
Be polite, friendly and courteous with your customer, but avoid engaging in lengthy or 
personal conversations. Dealing promptly with your customer means your next customer 
will be not be kept waiting. 
 

6) Put yourself in their position and ensure needs are met. 
Always serve the customer as you would like to be served. Using your judgment of how 
you would feel if you were the customer is often a good way of assessing if the quality of 
service is as it should be. All reasonable needs and requests of customers should be met. 
 
7) Be an ambassador of goodwill 
Finally, always remember that the job you are doing is of prime importance to Flower 
Child Café’s image. If your service is good, then this reflects positively on Flower Child as a 
whole. As an ambassador of goodwill you are doing a most important job. Please always 
consider your work this way. 
 
Dealing with a customer complaint 
 

Remember the customer may not always be right, but they are entitled to have their 
views respected and to be treated with courtesy. 
 

• Listen – handle complaints promptly, sensitively, courteously and discreetly. 
• Acknowledge – establish nature of the complaint and get details. 
• Respond – advise the customer of the course of action you are going to take and 
check that is acceptable to the customer. Offer a refund or exchange if appropriate. 

• Take Action – If you can resolve the complaint to the satisfaction of the customer, 
do so. 

• Report – if the complaint cannot be dealt with, or resolved by you, refer it to your 
Manager. 

• Follow up – make sure that the complaint has been adequately dealt with. Any 
necessary documentation should be completed accurately and legibly. 



8  

5. Venue Information 
 
Uniform and Grooming 
 
All staff are required to maintain the following standards when rostered. 
 

OUR POLICY IS – EXCELLENT PRESENTATION IN STAFF 
 

Flower Child will provide; 
• Shirt with Flower Child Logo; (A $50 deposit will be taken for each uniform. It may 
do not apply to Full-time staff, please have details of the policy from your local manager.); 
• Apron (Chef/Cooks/Barista); 
• Only venue manager, assistant manager and shift manager are encouraged to be 
in casual dress; 
• Other rules may apply which could be different from store to store, please ask 
your manager if necessary; 
 

Hair 
• All staff with hair longer than collar length is to tie it back. 
• Extravagant hair styles and unnatural colours are to be avoided. 
 

Make Up 

• Excessive make up is deemed to be unprofessional, therefore please use your 
discretion. 
 
Facial Hair 

• All male staff are expected to arrive for work clean-shaven. Should you have a 
moustache or shortly kept beard, it is to be neat. 
 
Chewing Gum 

• Under no circumstances are staff to chew gum whilst on duty or in uniform. 

Perfume/Cologne 

• Not to be used in excessive amounts (it can taint the food and interfere with 
people’s allergies) 
 
Personal Hygiene 
• It is expected that all employees maintain a high level of standard of personal 
hygiene with particular regard to body odors for the comfort of fellow workers and 
customers. 
 
Long Nail 
• Avoid having long nails so they do not reach any food or dish.  
 
Repeated lack of respect for these standards will lead to warnings and may lead to 
termination of employment. 
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Procedure for cancelling a shift 
 

Only under extreme circumstance (such as sickness or last-minute family emergency) will 
shift cancellation be accepted once an employee has confirmed a shift. 
 

Should you have to cancel a shift, a minimum of 2 days notice is required to enable the 
manager to find another team member to replace you. Please contact your store and 
speak to the Store Manager. 
 
If you fail to notify us that you can’t attend your shift, your non-attendance will be 
recorded on your file as a “no-show”. Repeated no-show will be dealt with in accordance 
with the Flower Child Cafés policy and may result in termination of employment. 
 
Staff Meal Break Entitlements 
 

Staffs are normally entitled to a ½ hour unpaid meal break. This break MUST be indicated 
on your timesheet. 
Your meal break will be given by duty manager or head chef during your shift. All 
emnployees are entitled for 50% on their meal on shift to cover the cost. All employees 
are entitled to a 10% discount off any items purchased when not on a shift. This also 
includes multiple meals & drinks. Please ensure that you eat and drink anywhere that is 
not in view of customers. 
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Deputy Timesheets 
 

Deputy is where we publish scheduled shift. You will be issued a pass code to have access 
to deputy on site, enabling you to log on, log off and take break. Please also download 
this app on your mobile device for any announcement. (Available on both iOS and 
Android)  
 
When and how do I get paid? 
 

At Flower Child Café the payroll runs on a weekly cycle starting from Monday to Sunday. 
As a general rule, all staff should receive their pay in their nominated bank account on the 
Wednesday or Thursday after the end of each pay period. (Some banks may be a little 
slower at processing your pay). 
 
If you have any enquiries regarding your pay, please let your venue manager or head chef 
know. 
 
Changing your Personal Details 
 

If you change your name, address, phone numbers or any other personal details that we 
need to be aware of, please let your venue manager or head chef know as soon as 
possible.  

Site Security Cash Security 
All cash actions must be rung through the till/register immediately. Correct prices are to 
be charged to all customers without exception. Any discrepancies in cash handling or till 
balance should be referred to your manager immediately. 
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6. Foodservice Hygiene Practices (IMPORTANT) 
 
Flower Child Café policy is to produce food without risk of contamination that may 
prejudice the health of our customers. In order to achieve this, a Food Safety Plan based 
on HACCP (Hazard Analysis Critical Control Point) principles has been implemented. 
 

High standards of hygiene and cleanliness are essential throughout the foodservice 
operation. Customers have a right to hygienic foodservice. In addition to personal hygiene 
and good grooming, staffs are required to observe the following practices of safe food 
handling: 
 
• Tie back your hair; 
• Hands should be thoroughly washed before starting work, resuming work after 
handling soiled articles, after each visit to the toilet, breaks and in between handling raw 
and cooked foods; 

• Please Do Not use your hand to cover your mouth and nose for sneezing and 
coughing. Please use your upper arm to cover up; 

• Coughing and sneezing near, or over food dishes is to be avoided. Where 
necessary, disposable tissues should be sued and hands should be washed immediately; 

• Hands and fingers should be kept away from the hair and face, from where food 
poisoning organisms can be picked up and transmitted to food; 

• Please minimise hand contact, especially food requiring no further cooking. 
• Food should not be eaten in, or near, preparation and service areas. 
• Work areas, surfaces and utensils must be kept clean and sanitized between 
different preparation tasks. 

• Staff should observe safe practices in storing, preparing, holding and serving food. 

• Kitchen staff must have clean fingernails.  

• Staff suffering from infectious diseases should not work until they are deemed fit 
to work by a doctor. 
• Follow food hygiene issues after handling money. 

 

7. Work Practices 
 

Housekeeping 
 

To ensure that you are safe at work, and to make your job easier, you should ensure you 
take care or your work area (for example keep it tidy). This is referred to as 
“Housekeeping”. 
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8. Essential information about pay 
 
FULL-TIME EMPLOYEES 
A full-time employee is a person engaged for no less than 38 ordinary hours per week. 
 

PART-TIME EMPLOYEES 
A regular part-time employee is an employee who: 
• works less then full-time hours of 38 per week and; 
• has reasonably predictable hours of work and; 
 
Part-time employee’s minimum engagement provisions are 3 consecutive hours per shift. 
(A minimum of 2 hours consecutive shift applies to all public holiday on all employee 
types). 
 
CASUAL EMPLOYEES 
Casual’s minimum engagement provisions are three hours per shift. Please ask your 
Manager for rates of pay. 
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9. IMPORTANT CONTACT 
 
Flower Child Chatswood 
FOH 
Venue Manager Lisa   
0435 511 415  lisa.k@flowerchildcafe.com.au 
Assistant Manager Jun   
0411 111 111  jun@flowerchildcafe.com.au 
Shift Manager Simon   
0411 111 111  abc 
 
KITCHEN 
Head Chef  Owen   
0405 644 493  owen@flowerchildcafe.com.au 
Sous Chef  James 
0433 525 822  abc 
 
Flower Child Warringah 
FOH 
Venue Manager Natalie   
0434 042 362  managerwarringah@flowerchild.com.au 
Assistant Manager Ann-marie  
0411 111 111  abc 
Shift Manager Roger 
0420 560 707 
 
KITCHEN 
HEAD CHEF  Alexandria 
0450 836 400  alex@flowerchildcafe.com.au 
Sous Chef  Luis 
0435 388 751  luistavaresjr@gmail.com 
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