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Protocol - Volunteer Guidance Notes

These are basic guidance notes for volunteers who help at any RRU supported food co-op. Many co-ops develop their own way of doing things, which may differ a little from these notes.  It is important to talk with your fellow volunteers to find the best way of doing things at your co-op.  These notes provide a good starting point.

First of all:

· Meet with other volunteers at the co-op venue at the pre-arranged time

· Make sure one of you has the co-op order book and cash tin

· Be aware how many fruit, vegetable and salad bags have been ordered

· Arrange tables ready for bagging

· Make sure next week’s page is ready in the order book so you can record customers’ orders and money paid

Delivery:

· When the supplier arrives ask him/her to put the fruit, vegetables and salad into 3 separate piles

· As the supplier unloads, check the quality of the produce and also the number of single items (ie for 20 vegetable bags there should be 20 cauliflowers).  If you are not happy with the quality or the quantities, tell the supplier while he/she is still there so he/she can rectify the problem.

· Check that you have the full order against the supplier’s delivery note/invoice.  It has been known for things to be left on the van!

· When you are happy, pay the supplier and ask him/her to mark the invoice as “paid”

· File the invoice
Hygiene:

· Wash hands with anti-bac soap prior to start

· Spray and wipe tables with anti-bac spray

· Avoid touching face/mouth/nose while handling produce

· Wash hands thoroughly after using the toilet

· Avoid cross-contamination by washing hands between handling fruit & veg as necessary
· Lastly, spray and wipe surfaces with anti-bac

Bagging:
· Decide what you are going to bag first – fruit, vegetables or salad – then count out the number of bags ordered
· Usually it is best for one volunteer to do one particular item.  Start with a single item (ie cauliflower), where the number of items will be the same as the number of bags.

· Place all the cauliflowers onto the tables, spread out as far apart from each other as is possible

· Next to each cauliflower place another single item (ie a head of broccoli)

· Continue in this way with all the vegetables.  When it comes to potatoes or carrots, estimate how many you think will be in each pile.  If you still have half a sack left after this, simply add another to each pile

· In the end you will have no vegetables left as they will all be in the piles

· Check the piles to ensure you haven’t missed anything and that they are all near enough the same in size

· Put each pile into a bag, dirty items at the bottom, cleaner lighter items on the top and carefully place to one side.  Try to move the bags as little as possible.  Fruit especially will bruise and damage if treated roughly

· Exactly the same process is then followed for the remaining produce.  In the end there will be 3 distinct areas of bags for the fruit, vegetables and salad.  Keep them well apart so they do not get mixed up

· If you notice any serious problems with the quality of the produce while doing the bagging, contact the supplier immediately.  The supplier may be able to return and sort out the problem before customers start to arrive.  If not, they will be able to tell you what they plan to do and you can pass this information on to the customers (ie there will be extra carrots next week)

· Flyers promoting the co-op or advertising local events can be placed into each bag

Setting up for customers:

· Select one table to act as a counter, where customers can claim their bags and place their orders for next week

· The bags should be beyond this table in an area not accessible to customers

· On the counter arrange the order book and cash tin

· Do not let customers come for their bags until all the bagging is finished and you are set up and ready for them.  If customers come in too early, things can end up in a muddle

Serving customers:

· When a customer comes to the counter, ask their name and check in the order book to see what they ordered.

· Call for the order to be brought to the counter by one of the other volunteers (ie call out “one vegetable bag and one fruit bag please”)

· Volunteers should try to stick to their own task to avoid confusion

· Pass the bags to the customer

· Ask the customer if they would like to order for next week.  In larger co-ops, a second volunteer at the same table/counter can do this.  This helps to speed up the process

· If the customer wants to order for next week, turn to the appropriate page in the order book and enter their name and a tick, or number, in the vegetable, fruit or salad columns

· Enter the total value of the bags in the next column and collect this amount from the customer

· No entry should be made at all if the customer does not have the money except when alternative arrangements have been made for collecting the money by the co-op.  This is extremely important.  No produce should be ordered if it has not been paid for in advance.
· If the customer makes any additional comments, record these in the “comments” column (ie “I may be a bit later than usual next week”)

Customer Relations:

· Always be polite and friendly to customers

· Encourage customers to pass comments on their fruit and vegetables (good or bad).  Pass these comments on to the supplier.  Generally suppliers like to hear praise and sometimes it is easier to pass on a complaint if it has been preceded by a lot of praise

· If you have the facilities, encourage customers to stay for a cup of tea and a chat and to get involved with any other activities that may happen at the co-op venue
Cleaning up:

· Ideally empty boxes should be stacked neatly and stored out of the way for the supplier to collect when they deliver the following week.  Some co-ops make their own arrangements for the disposal of the boxes

· It is important that volunteers leave the room in a clean and tidy state.  Premises are usually provided free of charge for the co-op on this understanding

Balancing the book and placing the order:

· Once the customers have gone and it has quietened down, total the vegetable, fruit and salad columns for the following week’s co-op.  This will give the number of bags of each.  Multiply these totals by the price per bag to get a money amount for vegetables, fruit and salad bags
· At the agreed time telephone the supplier

· Tell the supplier which co-op you are and the number and size of fruit, vegetable and salad bags that you require for the following week

· Be absolutely clear that the supplier knows whether you are talking in bags or money.  “20 veg” could, for example, be ambiguous

And finally:

· Last, but by no means least, put the kettle on and put your feet up for a well-earned break.  Give yourselves a good pat on the back and think how you have helped improve peoples’ health, provide extremely good value for money, help support local businesses, reduce food miles and generally strengthen your local community.  It’s amazing the power of fruit and vegetables!

· Enthusiastic volunteers are the backbone of a successful food co-op and the RRU and the Welsh Assembly Government would like to thank you for getting involved

· Don’t forget to order your own bags for next week!!!

