	
	
	



SWINLEY BIKE HUB LIMITED
STAFF TRAINING
This guide explains the key standards and procedures for working at Swinley Bike Hub. Read it during induction and use it as a reference during shifts. Customer service and safety are the priorities. If you are unsure, ask the Lead or Manager before continuing.

1. ROLE, CONDUCT & SHIFTS
Bank staff: Accept available shifts through RotaCloud. Once a shift is accepted, you are expected to attend unless alternative arrangements have been agreed.
Crew staff: Work the regular shifts agreed with management and support all routine customer, bike and site duties.
Lead staff: Coordinate the shift, allocate positions and breaks, keep the hire operation moving and deal with escalated customer or safety issues.
[bookmark: _Int_gT5vOAkr]The normal shift is 08:45–18:00, unless arranged otherwise. Arrive in enough time to be ready to work at the start of the shift.
Take breaks when directed and return to your position on time. Tell the Lead before leaving your work area.
Be proactive, polite, and helpful. Wear suitable branded Swinley Bike Hub clothing and keep the hire area, shop, workshop and storage areas tidy.
Use mobile phones only during breaks and away from customers, unless authorised for work or needed in an emergency. Headphones must not be worn while working.
Keep personal food and drinks away from customer-facing and bike-working areas.
[bookmark: _Int_GoPCkbLB]Only carry out tasks, adjustments or repairs for which you have been trained and authorised. Ask if you are unsure.

2. STAFF POSITIONING & COVERAGE
Staff should provide coverage across both the shop and bike corral throughout the shift.
Staff should float between the shop and bike corral as required, rather than remaining in one area unless specifically allocated to a particular position by the Lead.
Make sure customers in both areas are greeted and directed appropriately. Do not leave the shop or bike corral unattended when customers are present unless another member of staff is covering the area.
The Lead is responsible for adjusting staff positions throughout the day based on demand.
Staff should remain alert to customers who may need assistance, particularly customers collecting or returning bikes, customers waiting in the Shop and anyone who appears unsure or requires help.
If there is a queue or a build-up of customers in either area, notify the Lead so that staff can be repositioned to maintain an efficient and safe service.
In busy periods, greet and ask customers to wait at check in.
On days when we are fully booked and we get walk in requests. Apologies that all bikes are fully booked and advise to book on the website before travelling.

3. HIRE PROCESS
Greet the customer and direct them to the check-in desk.
Check the customer in and direct them to the bike corral.
Issue a suitable helmet and bike.
Check that the bike size is appropriate, adjust the saddle height and make sure the customer can comfortably reach and use the controls.
Record the bike number.
Complete the Safety Briefing in Section 4 before the customer rides.
Ensure the bikes are checked out on BRM with the correct bike numbers.
[bookmark: _Int_5oZkrlC5]On bike return. Greet the customer and collect helmets and bikes. Record the bike number immediately and update BRM. Ask whether there were any problems during the hire and pass reported faults to the Lead.
After return: Inspect and clean the bike before it goes back into service. Sanitise the helmet and return to storage area.

4. SAFETY BRIEFING
Every customer in a group must receive and understand the following safety briefing before riding: 
Explain the UK style front and rear brakes and confirm that the customer can operate them.
Explain how to change gears and operate the dropper post, where fitted. Do not click the shifter without pedaling or roll the bike backwards.
Remind the customer to wear their helmet, ride within their ability and follow all trail signs and instructions.
Tell the customer to stop riding if a fault develops and to contact or return to the Bike Hub.
Refer anyone who cannot operate the bike safely to the Lead or Manager.

5. BIKE SAFETY 
Every time you move a bike: Visually check the frame and components. Test the front and rear brakes, check tyre condition and pressure, run through the gears and confirm the controls are working properly.
Make sure the saddle and controls are secure after any adjustment. Only carry out adjustments you are trained and authorised to perform.
Never hire a bike that appears damaged, defective or unsafe.
For an unsafe bike, place a yellow snap band on the handlebars, mark the bike as broken in BRM, write a short description of the fault on the whiteboard, report it to the Lead and remove it from service.
Do not remove the marker or return the bike to service until it has been checked and cleared by an authorised person.
Only authorised staff may carry out safety-critical repairs or adjustments. Never attempt a repair beyond your training.
On bike return, ask about faults, inspect for new damage and check the bike again after cleaning. Only put it back into service when it is clean and safe.
Report accidents, incidents, near misses and safety concerns to the Lead or Manager immediately.

6. BIKE WASH
Rinse the bike to remove loose dirt.
Apply degreaser to the drivetrain.
Apply Muc-Off cleaner to the bike.
Brush the whole bike thoroughly with a soft brush.
Use a hard brush on the chain, cassette, chainring and jockey wheels.
Rinse the whole bike thoroughly.
Dry the bike, paying particular attention to the drivetrain, chain and fork seals.
Spray MO94 downwards onto the chain, keeping it away from the brakes, then apply dry lubricant to the chain.




7. END-OF-DAY CHECK
Bikes should be put away ready for the next day: clean, dry, lubricated and stacked neatly in the correct area.
Any damaged bike must be marked as broken in BRM, identified with a yellow snap band and recorded on the whiteboard with a short description of the problem.
Sanitise all returned helmets and place them back in the helmet net or correct storage area.
Return flags, racks, tools, cleaning products and other equipment to their designated locations.
Clear and tidy customer-facing areas, the Bike Wash area, workshop and storage spaces.
When responsible for closing, check that the Shop, bike storage, office and workshop are secure and that keys are passed to the relevant member of staff.
Staff may finish early only when all customers have returned, all bike, helmet, cleaning, safety and storage tasks are complete, and the Lead or Manager has agreed.

8. SIZE COLOUR KEY
Bikes:
Green pedals = Small
Blue pedals = Medium
Red pedals = Large
Yellow pedals = XL
Helmets:
Green = Small
White = Medium/Large
Red/Blue = XL




9. CUSTOMER ISSUES & LEAD DUTIES
Treat every customer politely and try to resolve straightforward questions calmly and clearly.
If a customer is dissatisfied, listen, confirm the issue and involve the Lead where a decision, refund or exception may be required.
If an issue cannot be resolved at the time, take the customer’s contact details where appropriate and pass the matter to the Lead or Manager for follow-up.
If anyone is abusive, threatening or creates a safety concern, do not argue. Stay calm, step away if necessary and refer the situation to the Lead or Manager.

10. LEAD STAFF RESPONSIBILITIES
Allocate staff positions and breaks, monitor queues and bike availability, and adjust the team’s priorities throughout the day.
Keep the hire process running efficiently, support staff with customer issues, and manage routine problems or authorised refunds.
Make sure defects are recorded correctly and passed to the Workshop Manager. A Lead must never override a genuine safety concern.
Complete opening and closing security checks, ensure keys are handed to the correct person and escalate significant incidents to the Manager.

11. ATTEMPTED BIKE THEFT
Raise the Alarm
Shout clearly for the person to stop and alert the Lead, Manager and nearby staff. Do not use language that could provoke the situation.
Call the Police
Dial 999 if a theft is in progress, there is an immediate threat or someone is in danger. Follow the call handler’s instructions.
For a theft discovered afterwards with no immediate danger, report it to the Lead or Manager.
Preserve Evidence
Protect the scene and preserve CCTV or other evidence. Do not disturb items unnecessarily.
Report the incident immediately to the Lead or Manager.
	
	
	



