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A note about this generic operations manual from the ICSF

This document is intended as a guide to the most common content that your franchise
operations manual should contain. Each franchised programme is different and there will be
additional sections needed. Expert advice is recommended to ensure that errors are not made
in the manual that may affect the sustainability of the franchise network.

The ICSF is a not-for-profit organisation that seeks to replicate successful social ventures to
scale. The ICSF askes that if you use this document to develop your manual you:

a. Let us know that these resources have been used so that we can keep track of our
social impact

b. Note in the manual that the ICSF resources were of assistance in producing it so that
more may find out about and take advantage of ICSF resources

The ICSF can be contacted on info@the-icsf.org or through our web site at www.the-icsf.org
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4.12 Franchise Bank Account Details

Franchise Operations Manual Page §



5. PRE OPENING

5.1 Pre Opening Procedures

5.2 Initial Equipment

5.3 Nominated Suppliers

5.4 Franchisee Establishment

5.5 Uniforms

5.6 Volunteers

5.7 Premises requirement

5.8 Health and Safety

5.9 Insurance
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6. FRANCHISEE OPERATIONS

6.1 Operating Hours

6.2 Management Team

6.3 Recruiting Volunteers

6.4 Training Volunteers

6.5 Recruiting Staff

6.6 Training Staff

6.7 Equipment

6.8 Management Roles and Responsibilities
6.9 General Health and Safety
6.10 Stock items

6.11 Beneficiary Engagement
6.12 Keeping Records

6.13 Data collection and analysis
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7. GENERAL OPERATING PROCEDURES
7.1 Working with volunteers

7.2 Issues working with volunteers

7.2.1 Uniforms

7.2.2 Personal Cleanliness

7.2.3 Timekeeping

7.3 Record Keeping

7.4 Rotas

7.5 Working with Staff

7.6 lIssues working with Staff
7.7 Staffing Levels

7.8 POVA (Protection of Vulnerable Adults) Regulations
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8. HEALTH AND SAFETY AT WORK

8.1 Rules and Regulations

8.2 Risk Assessments

8.3 Health

8.4 Safety

8.5 First Aid

8.6 First Aid at Work

8.7 Fire Safety

8.7.1 Firefighting Equipment

8.8 Control of Substances Hazardous to Health

8.9 The Electricity at Work Act
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9. CUSTOMER SERVICE

9.1 The Beneficiary/Client/User/Customer
9.2 The Care Code

9.2.1 The Greeting

9.2.2 Listening and Understanding

9.2.3 Questioning

9.2.4 Body Language

9.3 Why People Use the Franchise

9.4 Understanding the needs of the Clients
9.5 Respect and Dignity for Clients

9.6 Communicating with Clients

9.7 General Communications

9.7.1 Answering the Phone

9.7.2 Emails

9.7.3 Letters

9.8 Dealing with Client Concerns

9.9 Dealing with Complaints
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10. LOCAL FUND RAISING AND MARKETING
10.1 Mailshots

10.2 Advertising

10.3 Social Media

10.4 PR

10.5 Promotions

10.6 Website
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11. FINANCIAL PROCEDURES
11.1 Terminology

11.1.1 Your Business Plan

11.1.2 Your Operating Budget

11.1.3 Your Cashflow Forecast

11.2 Monitoring Your Business
11.2.1 VAT

11.2.2 Business Insurance

11.3 Bookkeeping System

11.4 PAYE and National Insurance
11.5 Keeping Your Records

11.6 Banking Money
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12. HUMAN RESOURCES

12.1 General Staffing Issues

12.2 Employment Status

12.3 Calendar of Rights for Employees
12.3.1 Rights when a person applies for a Job
12.3.2 Rights from the first day at Work
12.3.3 Rights after a Month

12.3.4 Rights after Eight Weeks

12.3.5 Rights after one year

12.3.6 Rights after two years

12.4 Staff Recruitment
12.4.1 Advertising

12.4.2 Job description

12.5 Taking on a new Employee

12.5.1 What you must do
12.5.2 Staff Training

12.5.3 Motivation and Morale

12.6 Pay
12.6.1 Starter Rules
12.6.2 What you must do

12.6.3 Levels of pay
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12.6.4 Holiday Pay
12.6.5 Sick Pay

12.6.6 Equal Pay

12.7 PAYE
12.8 Dismissing Employees

12.8.1 When an Employee Leaves

12.9 Maternity

12.10 Flexible Working

12.10.1 Whoiis eligible?

12.11 Behaviour and Discipline

12.11.1 Records

12.12 Checking for lllegal Workers

12.13 Harassment (Sexual or Racial)

12.14 Poor Performance

12.15 Staff Leaving the Company

12.15.1 Resignations

12.16 Communications System Monitoring

12.16.1 Employee Use of Computers
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12.16.2 Electronic Mail
12.16.3 Internet Usage
12.16.4 Telephone Calls

12.16.5 External and Internal Mail

12.17 Equal Opportunities Policy

12.18 Drugs, Alcohol and Solvent Abuse

13. HEAD OFFICE CONTACT DETAILS
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