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About The Little Donut Bakery

Keith and Jessa founded The Little Donut Bakery in 2019. Based in Calgary, we
currently operate a large booth at the Calgary Stampede, K-Days, Regina Ex and Vancouver
PNE, and also a food truck at the Stampede and smaller events throughout central and
southern Alberta.

As third-generation vendors, we are western Canada’s original mini donut family and
have decades of experience. Jessa’s grandparents introduced mini donuts to western Canada
in 1968 with a Tom Thumb Donuts franchise and were the first donut vendors at Stampede,
K-Days, Regina, and PNE. Her parents ended the franchise and started Those Little Donuts in
1984. They raised Jessa in the business and hired Keith in 1993. We helped manage TLD until
2012, when it was sold to its current owners. We are fully independent and not affiliated with
ANY other donut vendors or food trucks.

The Little Donut Bakery is an independent company and you are an employee of TLDB
for the purposes of health and safety, employment standards, and company policies.
However, TLDB has a license agreement with events to rent the booth space, and this means
that we — and you — must follow the event’s site rules, policies, and procedures.

Our Values

The Little Donut Bakery continues our family legacy through a commitment to deeply
held values. When you work for us, you represent the following:

Quality: Every guest should walk away with the correct order, satisfied with value,
freshness, quality and presentation, and feeling like they got the best donuts they’ve ever had!

Service: Building loyalty with guests means a great experience with respect, courtesy
and friendliness. Smiles and kindness cost nothing but mean everything.

Integrity and Respect: Do the right thing even if nobody’s looking.

Dedication: We are never complacent and are continuously looking for ways to improve
our business and go the extra mile for our customers and staff.

Safety: We are committed to providing a safe and healthy environment for our staff and
a clean, trustworthy service to our customers. All staff must make their safety and others’ their
first priority.

Social Values: We believe businesses can be a vehicle for the greater good. We
believe in supporting our local economy and local charities, being environmentally responsible
wherever possible, and supporting our staff through mentorship and development.

Fun: We work at fairs and festivals — we have to run a tight ship and it can get stressful,
but we want our team to have a great time, make new friends and memories, and gain valuable
experience. The smoother things run, the more fun we all have!



Job Descriptions: Skills, Responsibilities, Training & Requirements

AL POSITIONS - REQUIREMENTS \

o Must be able to stand for long periods

o Must be comfortable in a fast-paced, noisy outdoor environment and keep up with pace of
production

o Follow all policies and safety measures in this guide, especially hygiene and food safety

o Must be able to work Fridays, Saturdays, and Sundays, and any other day designated as
mandatory in the event job posting

e Proficiency / conversational in English; ability to do basic math and fractions

¢ Training: New Worker Guide, Policy Guide 2026, Pre-Event Orientation, on-the-job training

o STAMPEDE STAFF: All staff must have a current “Food Handler Safety Training for
Special Events” certificate from Alberta Health Services (AHS) (available for free

K online); this does not apply to servers at other events

SERVER / FOOD HANDLER*

e Tasks: Take purchase tickets, count out donuts, bag and apply toppings to donuts;
Serve donuts to customers and assist guests;
Light cleaning and assist other staff where needed.

CASHIER*

e Tasks: Greet and assist guests, take orders;
Enter all transactions into POS system and operate components, issue purchase
ticket and direct customers to designated machines, make correct change and
handle cash

*NOTE: Those selected as “Cashiers/Servers” will fulfill both positions to gain diverse skills.

KITCHEN ASSISTANT (Candidates must be able to lift 50 pounds and reach 6’ height)

e Tasks: Preparing dough by operating a kitchen mixer and filling dough cans;
Filling toppings and replenishing other stock;
Keeping kitchen and booth clean, tidy and sanitized (utensils, counters, walls,
sinks, etc)
Receiving and organizing stock items;
Assisting other staff where needed.
Successful completion of an approved food handlers’ training course is required
(all events).



Job Terms — Schedule & Shifts

We make every effort to be flexible with different schedules and needs. However, we employ
a variety of individuals and our events have established hours. We also pay for your event
admission in advance, so the number of positions and shifts are fixed and must be covered. We
depend on the availability you provided us and following these guidelines:

O

Mandatory working days: Most of our events are busiest on weekends and holidays.
Therefore, you must be available to work a shift on Fridays, Saturdays, and Sundays,
and any other day designated as mandatory in the event job posting.

Days off: Requests made after the schedule is finalized, or during the event, may be
granted but not guaranteed.

Notice of Scheduling Changes: We work in a dynamic environment and reserve the
right to adjust schedules due to weather, crowds, or other unforeseen circumstances.
We do our best to provide as much notice as possible and to compensate reduced shifts
as equitably as possible. Shift changes may include shift reductions or extensions.

Your scheduled starting time is fixed, but your scheduled ending time is the latest
you may be expected to work and you may be released prior to that time, paid for
time actually worked.

Shift cancellations: If we need to cancel your shift, we will contact you via text or
voicemail minimum 1 hour or more before your shift, or earlier. The shift will be
considered cancelled as of that message. If you do not check your messages and still
show up for work, you will not be paid the minimum number of hours.

Breaks: When working five or more hours, you are entitled to a 30-minute break during

your shift (no later than five hours into the shift, unless unforeseen circumstances occur).
This break is unpaid unless we request that you restrict your activities. You will be paid a
half-hour of overtime if we are unable to provide the required 30-minute break. We make
every effort to provide additional paid rest and washroom breaks (maximum 15 minutes).

Break requests: \We cannot guarantee breaks can be taken at a specific or requested
time. Such breaks or breaks in excess of 30 minutes must be pre-approved with as
much notice as possible and are unpaid.

Lateness or unexpected absence: If you are going to be late or need to miss a shift for
any reason including iliness, you must notify Jessa as soon as possible. Include your
name, a brief explanation, and if you are able to come to work, when you expect to
arrive.

If you do not provide any notice for lateness or being absence, we will presume
that you have quit, and termination rules around quitting (see below) apply.

YOU MUST INCLUDE YOUR NAME WHEN TEXTING. IF YOU DO NOT IDENTIFY
YOURSELF, IT IS NOT CONSIDERED PROPER NOTICE. JESSA: 587-222-1685



Job Terms - Wages & Compensation

o BASE WAGE: The base wage for all staff is the minimum wage mandated by their

province in effect at the time of the event. Refer to your current job posting for that wage.

o OVERTIME & STATUTORY HOLIDAYS: Overtime will be paid to non-supervisor
employees for any time worked in excess of 8 hours per day, excluding unpaid breaks, at
1.5x the regular rate.

Employees working on a statutory holiday in their province will be paid 1.5x the regular rate
for the whole shift but will be excluded from additional statutory wages.

o BONUSES (must complete the event to be eligible)

o Wage premium bonuses: Workers who complete all scheduled shifts for the event
are entitled to the following wage premium bonuses in addition to the minimum
wage:

* Returning workers: $1.00 per hour worked;

= Night shift workers: $1.00 per extra hour worked (Must work past 12 am to
receive this premium — in AB must be 18+)

= Additional roles/tasks (such as machine tending or kitchen staff): rate to be
determined by task/competence, experience at supervisor’s discretion.

o Additional performance bonus (maximum $100):
May be awarded at the end of the event based on the following criteria:
= General work ethic - adherence to TLDB’s policies and procedures
» Attitude and helpfulness towards customers and coworkers
= Cleanliness and conscientiousness in the workplace
= Qutstanding performance or improvement in skills
=  How well the worker represents TLDB

NOTE ON TIPS: Our company policy is to not actively solicit or collect tips for several
reasons — it may be prohibited by an event; it is uncommon in quick-serve food and can be off-
putting to customers while reinforcing social biases; customers have not yet received their
product when paying; and it is difficult to fairly divide tips among a large number of participating
workers. Therefore, we do not solicit tips with a visible tip jar, or tip prompts on our POS
system. (In BC, staff must hit “0%” on the PNE system’s tip prompt before handing it to the
customer.) If a customer wishes to leave a cash tip, inform them that staff receive bonuses
instead and that any cash tips received are donated to charity (the Calgary Wildlife
Rehabilitation Society). If they continue with the tip, thank them for their generosity and deposit
it in the tip container out of sight. It is NOT yours to keep — this is unfair to other servers.
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Job Terms - Wages & Compensation (cont’d)

o PAYMENT DATE: We make every effort to pay all wages on the last day of the event.
Alternatively, cheques may be mailed to the employee’s address as per their application:
o In Alberta, within 10 days of the end of the event or 31 days from the end of the event (after
quitting or termination);
In BC, within 6 days of the end of the event if quitting, or 48 hours if terminated,;
o In Saskatchewan, within 14 days of the last day of the event.

o PAYMENT METHOD:

o We will pay by cheque, or a combination of cheque and cash for last day’s wages;

o  We will not pay by direct deposit, digital assets (i.e., cryptocurrency) or smart-phone
apps (ie, Venmo)

o A pay statement with hours worked, wages, 4% vacation pay and applicable
deductions will be provided with the cheque; staff may need to sign a receipt for cash
received;

o Deposit or cash your cheques by October 31. If you misplace your cheque, you must
ask Jessa for new one and a $15.00 stop payment fee will be deducted from a
replacement cheque. We will not reimburse lost or stolen cash wages.

o CRA PAYROLL DEDUCTIONS: Tax and other payroll deductions will be withheld when
applicable. If no deductions are taken, the employee will not receive a T4 in January.
Workers under 18 are not subject to CPP, and anyone working fewer than 7 days is not
subject to CPP or El. Other deductions may still apply.

o EXPENSE REIMBURSEMENTS
Unless required by law or at our sole discretion, we will NOT pay for or reimburse the costs
of transportation, meals on-site, training certificates, or replacement clothing or valuables.
We will reimburse by cash or addition to your cheque any expenses we have asked you to
incur on our behalf, as long as you provide a full itemized receipt as proof of payment.

o ADMISSION PASS

Most events require us to purchase individual staff entry passes for you to get to work. If you
complete the fair with your original pass, this is free for you. But if you lose or damage it and
need a replacement, this may affect your performance bonus. If you quit or are terminated,
50% of the admission pass’s value (disclosed at orientation, as they vary in price) will be
deducted from your pay, since you may still benefit from free admission to the event. Note
that your pass WILL NOT get you into concerts, on rides, or any other events on site — it is
only for gate entry to the event.

o BEVERAGES
o Beverages will be deducted from your pay at a rate of $2.00 per item for all items.



FREE DONUTS: You may take donuts home at the end of your shift, under the following rules:

W

We reserve the right to limit quantities, toppings, and type of packaging used as we see fit;
Do not make paying customers wait — prepare donuts when we’re not busy, and you may
have to stand in the customer line if asked;

Family and friends need to pay regular prices, but you can put extra donuts in their package;
Never trade donuts for other items (other food, merchandise, rides, etc)

Trading or giving donuts away without permission, including sharing used guest tickets, is
grounds for dismissal.

If you quit or are terminated, a meal deduction of $5.00 will be charged per shift that you
took donuts home, and $10.00 will be charged for donuts given away without permission.
Workers who complete the event in good standing will not be subject to meal deductions for
donuts.

EMPLOYMENT TERM, QUITTING & TERMINATION

TERM OF EMPLOYMENT: The period of employment is considered a fixed, temporary term
from the date of the worker’s first shift to the last day of the event. Workers who complete all
scheduled shifts within the term are entitled to the compensation outlined above.
PROBATION: Employees are subject to a 90-day probation period and are not entitled to
protected leaves (paid or unpaid), notice of termination or termination pay.

QUITTING: If an employee quits actively or passively, or misses a shift without notice or
authorization, they are considered to have quit and will be paid minimum wage only. They
will forfeit all bonuses and may be subject to applicable deductions.

TERMINATION: Within the probation period, the employee may be terminated at the
employer’s discretion. If termination occurs, the employer reserves sole discretion to
withhold bonuses and apply appropriate deductions.

REFERENCES AND PERFORMANCE REVIEW

We will try to give you as much feedback on a daily basis as possible. We get extremely
busy and usually are unable to provide formal, written reviews or detailed feedback.
However, if you want to know how you’re doing, ask your supervisor at any time for a chat.
You can also reach out to Jessa after the event is over for any kind of feedback or other
questions, including career advice, applying for other jobs, etc.

As long as you complete the event, you may put Jessa down as a contact reference on your
resume, using the contact information above.

CONTACTING US:

(0]

Use the contact information on the front cover for all correspondence.

Direct all wage, scheduling and administrative questions to Jessa.

If you are late or need to miss a shift, contact Jessa as per this policy, then try Keith or an
alternate supervisor.

We will not take calls before 9 am due to our daily schedules.
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Basic Work Rules

1. Respect others and be professional: Treat EVERYONE at the event — co-workers,
guests, other event staff, and the general public - with courtesy and respect at all times
when at the event. There is zero tolerance for bullying, harassment, discrimination,
escalating a conflict, or any other behaviour that makes others feel uncomfortable or
threatened, or any action that reflects poorly on you, the company, or the event.

2. Ask questions. If you need help or are unsure about anything, ask your supervisor right
away. It is always better to ask first.

3. Stay at your assigned station — for safety reasons and to be attentive to customers,
stay at the station you are assigned to and face customers so they can see you. Keep
your station neat and tidy. Raise your hand or call out to a supervisor if you need them.

4. Follow directions. Your supervisor is there to keep you, your co-workers and our
guests safe, and to help you do your job as well as possible. If there is a problem with
your supervisor, notify Keith or Jessa so that they can address the situation.

5. Transportation to and from work is your responsibility. Getting to work on time and
getting home after your shift is solely your responsibility. Make sure you account for your
commuting time in availability on your application.

6. Cellphones: Cellphone or other device use is not allowed at any time when you are in
the trailer on shift. Devices must be stored with your personal belongings while on shift.

7. Personal belongings, valuables and backpacks: Storage is limited - you are allowed
space for one small bag or backpack. Do not bring bulky, unnecessary or valuable items.
We are not responsible for lost, damaged or stolen items. Suspicion of theft will be
grounds for immediate dismissal.

8. Pick up after yourself: Take all of your garbage, belongings and food/beverage
containers with you at the end of each shift, including your take-home donuts.

9. Social media: A business’s reputation is important. We encourage positive social media
activity, however if we find you have made pictures, posts, memes, or comments related
to TLDB or our staff (such as photos in uniform), you may be asked to remove them or
may be dismissed if, in our sole opinion, they may be detrimental to our business.
Always seek an owner’s approval before posting anything.

10. Non-disclosure: Businesses have a right to protect their information. You must keep
confidential anything you learn or observe related to TLDB. You may not share, disclose,
steal, copy or otherwise use any images, logos, knowledge, trade secrets, or any other
material related to TLDB’s business operations, equipment, property, or branding.
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Health & Safety — General Rules

The Little Donut Bakery’s first priority is the health and safety of our staff, customers and the
public. Refer to the New Worker Guide to review your general rights as a worker and basic OHS
information. You MUST do your part to keep yourself and others safe:

10.

11.

12.
13.
14.
15.

16.
17.

18.

19.
20.

21.

22.

Understand and follow all rules and policies provided in the Worker Guide, Policy Guide,
orientation, and on-the-job training, as well as following instructions from supervisors;

Report any threats, hazards, or incidents of any kind immediately to your supervisor.
Use the “CINNAMON” safe word if you need to discretely get a supervisor’s attention.

Show caution and awareness of your surroundings — be mindful of your space and
others’. Avoid large gestures, sudden movements or wide stretches in the booth. No running
or horseplay is allowed at any time.

Stay at your assigned station. Call out or raise your hand to get your supervisor’s attention
if you need something. Stay out of others’ workspaces, including the back prep area.

No sitting or leaning on counters, walls, machines, cages, POS, or other equipment.
Do not do any tasks, or touch or handle equipment if you are not fully trained to do so.
Don’t cause or participate in bullying, harassment or violence towards anyone.

Cellphones and all other devices, including Air Pods or other ear buds, must be stowed
in your belongings until the end of your shift.

Non-staff individuals are not allowed in the trailer unless admitted by a supervisor.

Personal food: Food is not allowed to be consumed in the booth and may only be stored in
the booth if it is wrapped and sealed within your personal belongings.

Personal beverages: We recommend staff stay hydrated with water or other non-sugary,
uncaffeinated drinks. Spill-proof containers such as travel mugs with a sealable, spill-
proof lid must be used and kept away from prep and service areas.

Smoking tobacco or vaping is not allowed inside the booth or within 5 feet of the doorway.

Keep any personal pressurized containers (inhalers, vape pens, etc) with your personal
belongings and away from the counters and prep areas at all times.

Impairment: We adhere to a fit-for-duty standard. You must be able to perform your
duties safely, otherwise you will be sent home without pay. This applies to general fatigue,
illness, and impairment caused by illegal or legal substances, including alcohol, cannabis,
and prescription or over-the-counter medications. You must notify your supervisor of any
medications that may impact or interfere with your performance.

Drugs and alcohol: Possession, consumption, trafficking, trading or any other use of
alcohol, recreational or prescription drugs, and any illicit substance or item while on-site or in
uniform is grounds for immediate dismissal.

10



Health & Safety — Workplace Hazards

We make every effort to identify and control workplace risks, or hazards, and show workers how to
manage them. Workers must be aware of the following present or potential hazards:

TYPE OF HAZARD RISKS - WHAT CAN | HOW CONTROL - HOW
HAZARD HAPPEN? OFTEN / TO AVOID OR
HOW BAD? | ADDRESS THE
HAZARD
Physical Hot Surfaces Contact burns, sudden Frequent but Mind your station and
(fryers, counters, | reactions, skin/eye usually minor movements; be
sunlight on irritation careful touching
metal) surfaces and objects
Physical Hot Cooking Oil Contact burns, sudden Rare but can Mind your station and
(415*F) reactions; can melt be severe movements; dress
synthetic fabrics code; never mix oil
and other
liquids/water
Physical Sharp objects, Cuts/scrapes, sudden Sometimes Mind your station and
edges, corners reactions but usually movements; dress
minor code
Physical Repetitive Soreness/stiffness; back | Frequent but Lift objects from
motions and pain usually minor | knees or with another
standing, person; use breaks to
improper lifting stretch, sit; get
enough rest
Physical Oil Vapours Eye/respiratory irritation Sometimes Ventilation, fresh air
but usually during breaks;
minor contact lens wearers
may prefer glasses
Physical Outdoors — Fatigue, dehydration, Sometimes Stay hydrated, take
Extreme Heat headaches, heat sickness breaks in
shade/climate-
controlled areas, stay
rested
Physical Outdoors — Eyelrespiratory irritation, | Rare but could | Stay hydrated and in
Extreme Weather | fatigue; storms may be severe well-ventilated areas
| Smoke result in property damage during breaks; follow
or physical injury supervisor
instructions
Physical Noise Hearing problems / Frequent but Take quiet breaks,
headaches usually minor | extra rest off-hours
Physical Crowded Space Increased risk of Sometimes Mind your station and
collisions, injuries movements
Biological Allergens SEE FOOD SAFETY
SECTION
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(chlorine, quat)

may lead to noxious
fumes/vapours,
skin/eyel/throat irritation,
nausea

be severe

Biological Contagious Spread of iliness to Rare but can Follow all hygiene
lliness staff/guests be severe and food safety rules

Biological Contaminant lliness to staff/guests, Rare but could | Follow all hygiene
(Mold, pests, cross-contamination be severe and food safety rules
pathogens)

Chemical Cleaners Improper use or mixing Rare but could | Use cleaners

according to
instructions, never
mix solutions
together

Psycho-Social

Fatigue

Physical tiredness,
irritation

Frequent but
usually minor

Sit during breaks, get
plenty of rest,
nutrition

Psycho-Social

Stress (busy
environment)

Anxiety, irritation,
burnout, distraction

Frequent but
usually minor

Take rest periods to
re-charge

Psycho-Social

Harassment &
Violence — from a

Anxiety,
mental/emotional

Rare but could
be severe

Constant
supervision; raise

Violence — from
the public
(especially
intoxicated
guests)

mental/emotional
distress, physical
injury/stress

be severe

coworker distress, physical issues with a
injury/stress supervisor
immediately
Psycho-Social Harassment & Anxiety, Rare but could | “Cinnamon” safe

word if you are
uncomfortable;
constant supervision

Emergencies & First Aid

o First Aid kits are located on the shelf above the handwashing sink with basic items; First
Aid providers will be identified at orientation.

o Emergency response procedures vary by event.

e Specific emergency contact numbers and procedures will be clearly posted and shown to

you at orientation.

e We must all follow the event organizer’s instructions when given.
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Food Safety Rules & Allergens

Food safety requires identifying potential hazards, such as biological contaminants,
pathogens, pests, allergy exposure, contagious illness and other risks. Workers must be
mindful and follow certain rules to ensure proper hygiene and avoid cross-
contamination.

PREVENTING CROSS-CONTAMINATION: YOU & OTHERS

e You cannot work if you are ill or showing symptoms of a contagious illness.

e Before entering the trailer, make sure you have no loose hairs, grass, dirt, or other
contaminants on you or your clothing;

o Wash and dry your hands each time you enter the trailer, touch your personal belongings
or someone else’s utensils, or get your hands wet or sticky;

¢ Avoid touching your hair, face, skin or others whenever possible.

¢ Do not touch items or spills on the floor — alert your supervisor to let them handle it.
something on the floor.

e Mask policy: You may wear masks with a supervisor’s position. Please note that we do
keep a limited number of disposable masks on-site (such as for allergy attacks) but you are
encouraged to bring your own according to your preference.

e Cuts, abrasions, and any other exposed tissue injury must be bandaged and covered.
This includes fresh piercings and tattoos.

e If you need to cough or sneeze, turn away from the food / serving areas and do so into the
crux (inside) of your elbow. If you sneeze or cough into your hands, wash your hands before
working again.

PREVENTING CROSS-CONTAMINATION: WORK STATIONS \

/. Keep station items in the same place and out of contact with other items and keep
space clear of waste and personal items.
e Ask for new utensils if you drop one or your station to be wiped if necessary.
o Do not give samples to guests or allow them to touch dispensers or prep utensils.
e Ask your supervisor for more packaging, toppings, wetnaps, or forks. Forks must be
placed in containers with handles facing up.
e Never touch donuts, dispenser lids or nozzles, or the inside of packaging with bare hands.
Any touched donuts must be thrown out.
e Pests: If an insect gets into a food area, ask the supervisor to remove it for you.
¢ Never allow raw dough to touch donuts or packaging. Raw dough cannot be consumed.
¢ Waste must go in appropriate bins or bags. Never dispose trash in a food storage bin.
Throw out items with rips, stains or drips in the nearest garbage. Keep your station free of
garbage, old tickets, etc.
k When handling packaging and beverages, hold the container from the bottom half — /

never put your hands around the top or cap.
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ALLERGENS & INGREDIENT INFORMATION

While our products are generally low-risk, there are some common allergens present in our
products. If you have any food allergies that may be present, notify us immediately.

Guests frequently ask about certain allergens — especially the dough mix (aka “batter” or flour)
and oil -- and you must be able to answer these questions:

ARE THERE PEANUT OR TREE NUT PRODUCTS?

No, there are no peanut, tree nut or other nut products in the dough mix, oil, or standard
toppings.

ARE THE DONUTS GLUTEN-FREE?
No, the dough mix contains wheat.

DO THE DONUTS HAVE SOY?

Yes, the dough mix contains soy flour and soy lecithin.

ARE THE DONUTS VEGAN / DO DONUTS CONTAIN DAIRY PRODUCTS?
No, the dough mix is NOT vegan.

It contains dairy products - skim milk powder and dried egg yolk.

WHAT KIND OF OIL DO WE USE?
We use 100% canola oil that is changed frequently;

Canola is a seed oil and may cause reactions in those with mustard protein allergies.

OTHER ALLERGENS

o While less common, guests may also be sensitive to some optional toppings/flavours:
o Cinnamon
o Coconut
o Strawberry
o Chocolate
e If a guest alerts you to one of these allergies, alert a supervisor so they can help you
prepare their order safely.

If guests have questions about very specific or rare allergens, ask a supervisor for
help before answering the guest.
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Dress Code & Uniforms

This dress code is to ensure professionalism and compliance with health and safety standards.
You cannot work unless you are properly dressed according to this policy. We reserve the right
to ask you to change or remove anything that we determine is objectionable to our standards.

HAT & HAIR: MAKEUP, JEWELRY & FRAGRANCE
Medium- and long hair must be tied

back, in a bun in possible, while in
the booth — no exceptions;

A TLDB hat, hairnet, and/or
religious headwear (hijabs, turbans
— secured to avoid a catching
hazard) must be worn in the booth
at all times;

Hair must be done or re-set
OUTSIDE the booth;

Staff must be clean-shaven unless

e Gilitter, sequins or adhesives, acne dots,
etc are not allowed to be worn on shift;

o Never apply makeup or personal
products, including lip products, while in
the booth;

o Keep rings, jewelry and necklaces to a
minimum - Necklaces must be tucked
into your shirt to avoid snags;

e Deodorant/anti-perspirant is

recommended but avoid overuse of

fragrance in consideration of others

facial hair is trimmed and neat.

T-SHIRT UNIFORM & LAYERS

HANDS & NAILS

Keep fingernails trim and
clean for the event;

No ornate manicures are
allowed

e A TLDB shirt must be worn while on shift;

e Shirts must be neat, clean, and unaltered
at all times;

e No tie-backs or bare midriffs;

e On cold days, staff may wear a cotton,

non-synthetic long-sleeve layer under their

shirt, or a cotton, non-synthetic front-zip
hoodie or jacket so that the T-shirt is still
visible and sleeves do not catch in the
work station;

e Layers must not contain graphics, texts or
logos that may be offensive, at the
supervisor’s discretion.

PANTS:
Must cover waist to shoes — no
shorts, cut-offs, leggings, skirts,
capri’s, or rolled ankles;

Pants must be denim, khaki or
other durable, absorbent material

with no gaping holes;

No synthetic materials, athleisure,

or sweats allowed:; FOOTWEAR
Pants must be fitted and cannot o Socks and shoes are required at all times;
be loose or baggy enough to o Shoes must be flat and closed-toe shoes (no heels,

sandals or Crocs); have suitable traction for slippery
surfaces; and be comfortable to stand in for long
periods - work boots, in-soles and/or cross-

Pants can be any colour. training/running shoes are recommended.

reveal your lower body or
underwear.
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Guest Service — The Basics for All Workers

After safety, our customers’ experience and satisfaction is our next priority. Remember,
customers pay all our wages and serving them is NOT a chore. We build long-term success and
customer loyalty by making sure every guest walks away happy and wants to come back. Think
about the best service you've received and pay it forward.

Great customer service starts with PAYING ATTENTION:

o Face the public and look for guests needing service — don’t make anyone wait to be
acknowledged (if you are in the middle of an order, just say “I'll be right with you”)

¢ Make eye contact, smile, and greet them “Hi, how can | help you?”

o Don’t get distracted by friends, coworkers or others — stop your conversation to serve
someone

e Don’t look bored or fidget with donuts, utensils, receipts, bags, or any other items while
you are serving

e Never leave your station or have your back turned without permission or in the middle of
an order

Always treat everyone with kindness, courtesy and respect:
e Do smile and make eye contact
Treat everyone like you’re being graded, because you might be — some guests are
secret shoppers sent by the event, so be your best with every interaction
Do address guests appropriately (“sir” or “ma’am / miss”, kids in a friendly way and tone)
o Do say “Please” when requesting payment or tickets from the customer;
o Do say “thank you, have a great day/good night” or “thank you, see you again”
e Don’t use offensive language, slang, or phrases like “That’s fair” especially to older guests
Tone and language matter — be friendly and inviting, but not pushy, impatient or rude
o For example: Don’'t say “You have to buy a ticket on the side”
o Do say “You can just order a ticket at the side window and bring it back to the
middle pick-up”

Be helpful, patient and engaging:

o Act with a sense of urgency and wanting to help them quickly

e Answer a guest’s questions and accommodate their requests as best you can — always ask
questions and confirm before you act;

¢ Some customers may have a question or complicated request you’re not sure about, or may
be aggressive or rude —always ask a supervisor for help if you aren’t sure

o If a guest is unhappy with their product/service or has a complaint, notify your
supervisor right away — don’t let them walk away upset
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Guest Service - Basic Do’s & Don’ts (cont’d)

o Speak up and speak slowly: The booth is a loud environment and customers may have a
hard time hearing you. Be mindful that they could also have a communication disability or
difficulty understanding English. Project your voice so they can hear you, speak slowly, and
use gestures such as waving or finger counts to help confirm orders.

¢ Fill a delay/wait time with conversation: We want our customers to have a positive,
memorable experience and feel valued. Start with “Hi, how can | help you?” and confirming
the order, and you can use these easy prompts to better engage the customer:

o “How’s your day at the fair so far?” “Have you tried anything new?”

o “What's your favourite part of the fair?” “Did you check out a show? How was it?”

o You can also point out fun things about the donuts or the machine —it’s fun to
watch, “fresh is best,” or complement their order selection.

o You can make genuine positive comments about appearance (such as a T-shirt,
hairstyle, jewelry, etc). But don’t be fake and keep it light and friendly.

o Avoid comments that could be seen as inappropriate, hurtful, discriminatory, or
divisive.

Guest Safety:

e Do not turn your back to the public or leave your station unattended;

o Do not let guests set their children or heavy objects on the outside service counter;

e Do not allow guests to touch the POS machines, fryers, glass cages, toppings or
other food surfaces;

e Do not allow guests to hold umbrellas or any other item over the fryers or glass;

e Do not allow guests to set any food, drinks or personal items on the prep counter;

e Keep an eye on kids sitting on parents’ shoulders who could be hurt by pick-up
signs.

¢ In any situation, politely point out the problem and that we don’t want anyone
to get hurt. (For example: “Miss, can you please hold your umbrella back?
Water could get into the oil and we don’t want anyone to get hurt. Thanks for
understanding!”

Mind your safety: If you feel threatened or at risk by a customer, do not try to handle the
situation alone. Call out the safe word “cinnamon” to draw your supervisor’s attention so
they can step in. If a guest is physically aggressive, immediately step back from the counter
and call for help.
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Guest Service - Cashiers & the POS System
THE POS SYSTEM - NOTES & RULES

o All sales, including all cash transactions, must be entered into the POS system;

o Alert your supervisor immediately to any system problems, errors, or outages;

o Alert your supervisor to any mistakes made when entering orders, recording payment or
making change that can’t be reversed;

o Guests cannot get cash advances or extra coin or change;

o Refunds and exchanges: Alert your supervisor immediately for them to handle the situation.

o Keep all components of the POS system inside the booth at all times and hold the
reader for a customer if necessary — do not let them handle it.

o Handle all components with care. Keep your hands clean and the POS area neat and
tidy. Keep liquids, food and other objects away from all components.

o Keep the screen on the menu at all times and do not navigate into other areas of the
system, including but not limited to sales reports, past transactions etc.

o Guest requests for re-printed receipts must be completed by a supervisor. Unauthorized
printing or keeping of guests’ receipts for any purpose is grounds for dismissal.

o The booth wi-fi is for the POS systems only. Do not connect to the trailer’s network.

CASH HANDLING

o We only accept Canadian and American currencies in cash (bills and coins):
o American coins will be accepted at par (equal to) Canadian coins.
o Show all American bills to a supervisor before acceptance.

o Watch for counterfeit bills and coins:

o Show all Canadian $50 and $100 bills to a supervisor before accepting them
(call out “bill check”)

o For other bills, when in doubt check with your supervisor before accepting them —
older bills may feel like cheap paper, have writing or other symbols on them, or lack
a watermark or hologram.

o Do not accept non-currency items such as game tokens, ride tickets, other vendors’
coupons, Stampede “Food & Beverage” coupons, or any other type of voucher or item,
unless you have been instructed to do so at orientation (for example, KDays volunteer
vouchers, Stampede Bucks, PNE cards). When in doubt, ask a supervisor.

o Do not open the cash drawer manually — it will open automatically when necessary.
Unnecessary opening may cause suspicion.

o When making change, hand back coin first and then each bill to the customer; count out
each increment and announce the total as the change is received.

In BC: We are required to use POS systems issued by the PNE and may only use Square
as backup. Regardless of the system used, NO CASH IS ACCEPTED. When operating the
POS system, you are to push “0%” on the tip prompt before handing the reader to the
customer.
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Guest Service — The Customer Process

STEP 1: CASHIERS - TAKING ORDERS, PAYMENT & TICKETS

Customers must first place an order and purchase a ticket from the POS system first
before being served

1.
2.

Greet the customer (“Hi, how can we help you?”)

Ask what kind of donuts (regular/classic or brownie/chocolate) and ask quantity —

repeat their response back to them to confirm you heard them correctly (e.g. “6 donuts

or 6 bags?”)

If a guest starts to give you their toppings order, politely stop them and let them

know that they will customize those with their server at pick-up — it does not get entered

on the ticket

Ask “Is that everything for you?” and confirm the order, including beverages

Enter into the system

o Always confirm with the customer and be as clear as possible;

o Take your time! Double-check the POS screen that the kind and quantity of
donuts and total amounts are correct before charging;

Once the system processes their payment transaction, the purchase ticket will print

automatically

Cashiers MUST give the ticket to the guest and instruct them to keep their ticket

and give it to their server; also make sure customer has any beverages they ordered

before leaving the window

Thank the guest and direct them to the appropriate pick-up window/service station.

STEP 2: SERVERS - TAKING TICKETS & FULFILLING ORDERS

Once guests have paid and received their ticket, they can be served their donuts at a
service station / pick-up window.

1.

Servers must greet a guest who approaches them with “Hi, how can | help you?”,
even if they just have a question. If a guest wants to order, ask if they have a ticket
and if not, politely direct them to the side windows to purchase one at the POS.
Don’t greet a guest with “Do you have your ticket?”

Once you have greeted a customer, don’t pass them to another server unless told
to do so.

Servers must receive a ticket from a customer before serving the order — they
cannot accept payment at stations (#1).

If you aren’t serving a customer, look out for guests waiting with tickets, starting
with a line at another station (say “I can help the next person in line with a ticket”).
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STEP 2: SERVERS - TAKING TICKETS & FULFILLING ORDERS (cont)

4.

10.

11.

12.

13.

14.

Don’t let people budge in line — say, “Sorry sir, this lady was next but I'll be with you right
after”. You can assist another server with an order only if you are not serving someone
else, and should stop helping if a new customer comes up.

Take the ticket and set it on the counter. If a customer has to wait while the machine
is started, tell them it will just be a minute and they can watch them being freshly made.
Always confirm the guest’s order before starting to prepare it: Ask “What would you
like on your [shack size, 2 bags, etc]?”. Confirm the order by repeating the order back to
them before you start preparing it. Direct them to the toppings cheat sheet on the cage
front if they need help.

Don’t let the customer walk away while you are preparing — let them know they are
being served immediately. Many food vendors take a long time to fulfill orders so guests
may be tempted to go to another stand or move to the side.

Complete their order one item at a time. See below for notes and tips on toppings,
donut quality, etc. Use the taco holders for multiple bags.

Use the packaging appropriate for the toppings requested, unless the customer
requests something different (e.g., a bowl instead of a bag). If customers request
splitting an order into multiple packs, ask a supervisor since inventory may be limited.
Set completed items on the counter in front where the customer can reach them.
Do not try to hand items over the glass or the fryer.

Ask the guest if they would like a takeout bag for any of their items. Fill the bag
yourself and hand it to the customer.

Ask the customer if they need their ticket as a receipt. If so, mark with your
fingernail. If not, throw the ticket out in the nearest garbage. DO NOT LET THEM PILE
ON THE COUNTER.

When presenting the last item, let the guest know there are forks and wetnaps (for
napkins) on the front counters.

Thank the guest and wish them a good day/night, “take care,” “have fun,” etc.

SERVER STATION NOTES

o You are NOT responsible for operating the fryer and should never touch any of the
controls, switches or utensils unless you are instructed and shown how to do so.

o If you have enough or too many donuts in your cage and the fryer is running, call out “Stop”.
Donuts must stay in the cage until served — don’t let them sit in sugar.

o Don’t leave the station without permission - if you need more of an item or need
something cleaned, ask the supervisor.

o Keep your station clean and neat:

o

o
o
o
o

Don’t let a mess sit - ask your supervisor for any cleaning or garbage picked up
Counters should be clear of tickets, garbage, empty cups, napkins, etc.

Packaging should be in their proper place and not stained by other food;

Dispensers should be in their proper place with nozzles down. Don’t mix them up.

Keep your hands clean and ready to serve — don’t touch unnecessary items or anything
on the floor.
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Guest Service - Product Quality

YOU are the last line of quality control before donuts are served to the
customer, and while quality is constantly monitored by supervisors, we depend on
you to catch what we can’t and make sure the best donuts are served. Alert your
supervisor right away if donuts are no longer warm or are the wrong shape/colour.

Don’t serve donuts that are no longer warm to the touch when you bag them —
ask the supervisor to start your machine for fresher donuts. The old donuts can be
bagged for staff to take home, or thrown out.

Good donuts look like the menu pictures — an evenly round shape, golden-
brown colour, a visible puffy hole, smooth but crisp outer texture and fully
cooked and fluffy inside.

Some variation is OK - if donuts are smaller than standard but otherwise good,
they can be served - just put extra in the package and explain to the customer
that there’s more than the posted quantity and why.

“Bad” donuts need to be thrown out before served. The most common are the
Donut Hall of Shame:
o Mashed/crushed - Half-moon (lopsided) - Too big/ball-ish
o Too dark - Double-cut - Rings (too thin / wide hole)
o Sunny-side (raw on one side)

o If raw dough from an uncooked donut smears another donut, the cage or
utensils, ask the supervisor for a cleanup. Raw dough is hazardous and can’t be
consumed or left uncleaned.

o If you see donuts that you are unsure of, check with a supervisor before
serving them. Apologize to the customer for the delay and let them know we want
to make sure they get the best donuts.
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Guest Service - How to Apply Toppings

We only sell one product, but one of our company’s features is that guests can
customize their donuts how they want. There are a lot of details to understand and it will
take care and attention to get it right.

Remember, what you serve to the customer is how they remember us, and you
need to make sure your presentation is something you — and we - are proud of.

TAKE THE TIME to confirm and carefully prepare a customer’s order so that it will
be tasty and visually pleasing. Show the guest the same consideration you would
want — ask yourself if this was on Instagram, would | want it?

APPLYING TOPPINGS:

1. When confirming and preparing an order, start with the base first:
o Plain (nothing at all), cinnamon-sugar, or icing sugar?

2. After the base, add drizzles if requested (do not call them syrups or sauces — it
confuses the guest).
o Layer regular sizes (base & drizzle) half the package at a time (all drizzles in a
bowl, and icing sugar in bags too). Snack sizes and buckets don’t need layering.

LAYER 1 LAYER 2

3. Add drizzle extra’s — coconut or sprinkles

o These need a drizzle to stick to and will NOT stick to the donuts with just a base.
Many customers don't realize this, so ask what drizzle they would like and point
to the cage cheat sheet if they need to select one.

o Pick up the bowl and hold it at or below the counter level, over the floor or
nearest garbage, and then apply. Do not hold and shake near or over the fryers
or the sugar bins. This avoids cross-contamination.

o Coconut should be layered with the drizzles as shown above. Sprinkles don’t
need to be.
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Guest Service - How to Apply Toppings (cont’d)

APPLYING TOPPINGS - EXTRA TIPS

1. Use caution - always set the package on the counter when applying drizzles, point
the nozzles in the right direction, and use appropriate pressure (don’t over-squeeze).

2. Never apply toppings over the fryers, cages, sugar bins, or packaging.

3. If you spill or smear toppings on the packaging, don’t hand it to the customer
before wiping or putting it in another bag/bowl.

4. Use a clean, evenly-spaced single zig-zag line per layer for drizzles.

Don’t use too little or too much — puddles and circles make the donuts soggy, cold

and visually unappealing (see below).

o

TOO LITTLE JUST RIGHT TOO. MUCH / MESSY

6. Guests may request toppings on the side. Check with a supervisor to see if portion
cups are available in the booth.
7. Multiple toppings and combinations:

a. If customers order several toppings, let them know the donuts are topped at
the same time so the toppings will mix together — the donuts are not
separately prepared like Timbits

b. Always check if they want cinnamon-sugar or icing sugar, since these should
be applied first

c. Ask if they want drizzles separate (use fractions — 3 toppings as thirds — and
visualize the bowl as a pie chart) or all mixed together

d. Alternate the zig-zag pattern (e.g., caramel one way, chocolate the opposite)
— this adds to visual appeal and avoids over-saturation

8. Recommendations:

a. Older guests often just want cinnamon-sugar. You can prompt older guests
when taking their ticket — “What would you like? Just cinnamon-sugar?”

b. Some guests ask what’s most popular — it’s cinnamon-sugar.

c. Guests may ask for a recommendation — you can share your preference or a
common favourite like Boston Cream (chocolate + vanilla), a jelly donut (icing
sugar + strawberry), etc.

9. Always check with a supervisor if you aren’t sure how to fulfill an order before
you start it.
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