
Employee Handbook 



•   Ensure the counter is tidy, dust free and ready for the day

•   Familiarise yourself with the brand.

•   Ensure there is stock to sell, highlighting any issues that may affect your sales.

•   Welcome and acknowledge customers, introduce the brand and their products once 

    establishing the customer’s needs.

•   Ask questions to fi nd out what the customer is looking for, ensuring you are listening 

    to what your customer wants this will allow you to select the right products. 

•   Advise about the features and benefi ts of the products you are selling to the customers.

•   Offer the customer additional products to complement their purchase

    (known as Link selling & Upselling)

•   Offer to wrap purchases if required ( Christmas or Gift Wrapping)

•   Be proactive to achieve daily targets (sell, sell, sell).

•   Introduce any active promotions for the brand or store and

    make the customer aware of any loyalty schemes

    or Store Cards.

The job

You receive all your bookings via your Account 
Manager. You can update your availability 
by logging on to our CMS system, please 
make sure this is updated on a regular basis. 
To follow up, please contact your Account 
Manager to ensure they are aware of the days 
you can work. 

Once you have confi rmed you are free to work 
and we have a booking for you, you will receive 
an email and timesheet from your Account 
Manager confi rming the store, the brand, the 
shift time and any specifi c booking detail. 
Please make a note of these in your diary 
and print off the relevant timesheet for your 
booking.  

Once you have accepted a booking, you are 
expected to complete it. If for any reason you 
cannot complete a booking that you have 

accepted, please make sure you contact your 
Account Manager immediately.

ONLY ACCEPT BOOKINGS FROM FLAIR 
RECRUITMENT.

If you are ever asked by a client to cover a shift, 
you must ask them to call the offi ce to confi rm. 
Do not accept the work if the booking has not 
been confi rmed by your Account Manager at 
Flair as we will be unable to authorise payment.

If you are given a booking and the client 
changes your shift times or days, you must 
ask them to call the offi ce to notify us of 
any changes. Please show fl exibility as 
occasionally store rotas need to be changed to 
accommodate the counter.

How to get your bookings
Congratulations you have successfully joined Flair 
Recruitment Ltd and are now part of our National Retail 
Team. In this exciting new role you will act as an ambassador 
for Flair Recruitment promoting and selling premium 
fragrance, cosmetic brands, Fashion and Fashion accessories 
within major department stores. This gives you the chance to 
gain experience within an exciting retail environment which 
could lead to new career opportunities.

Welcome



In order for you to get paid you must submit a weekly timesheet. A 
timesheet is always attached to your booking confi rmation email. 
Please print it off and take it in to store with you. 

This timesheet will have information already completed like your 
name, the store and the brand but you will need to fi ll in the 
following; the date of the day you are working, your target, the 
sales you make in that day, units sold to a customer and how many 
customers you have sold to in that day and any other information 
requested on your timesheet. Please remember YOUR SALES 
MUST BE RECORDED DAILY – (if you have not sold anything put 
zero) also record your target. Without your sales on your timesheet 
we will not process your timesheet 

If you are working in the same store, for the same client, in the 
same location, you will only receive one timesheet for the week. If 
your store, the location or the client/brand changes within the same 
week you will receive another timesheet 

A Department Manager/ Supervisor or Account Manager must 
sign your completed timesheet, (timesheets will not be processed 
without an authorised signature)

Our working week always runs from a Monday to Sunday.

Your timesheet must be submitted via our CMS online system 
by the following Monday before 5.30pm, no exceptions and 
no extensions. You must not hold on to timesheet’s, they must 
be submitted weekly. You must also complete all the required 
information on the system to ensure you get paid.

We only accept timesheets that have been uploaded to our CMS 
system. Please note that we will not accept any emailed timesheets 
or posted timesheets.

To check if you have successfully uploaded the timesheet, log on to 
our CMS and click the preview button next to each of your shifts. If 
you can view the timesheet then it has successfully been uploaded. 
If you can’t (i.e. it takes you to page that says lost in the clouds) 
then you haven’t done it properly and the fi le is most likely to big. 
Please continue to upload your timesheet until you can see it’s 
been done successfully. If you have further problems then please 
call your account manager

It is your responsibility to ensure we have received your timesheet 
correctly and on time.

Once your timesheet has been processed your payment will follow 
according to our payment schedule. (If you have submitted your 
timesheet on time, you will always be paid on the Friday 2 weeks 
after the week you’ve worked, a payment schedule is available on 
request)

Always keep a copy as evidence of your work. You should check 
your payslip when it is emailed to you against your timesheet to 
ensure you’ve been paid correctly. If you fi nd there is a problem you 
will need to speak with our payroll administrator. Please have to 
hand all your relevant information before you call.

Punctuality is very important. You should always aim to arrive in 
store at least 15 minutes before your shift time. This will allow you 
enough time to fi nd the staff entrance, locate a locker and get to 
the shop fl oor. Once you have arrived instore you must register in 
by sending a text to your Account Manager.

You should be on the shop fl oor at least 5 mins prior to the time 
your shift starts.

If you are running late, you must call your Account Manager (as 
soon as it is safe to do so) and inform us of why and how long you 
will be. 

If you are sick and cannot attend work, you must call or text 
your Account Manager or Area Manager by 8am on the day of 
the sickness – this allows us to try to fi nd a replacement. If your 

sickness is going to last longer than a day, please let

us know immediately. This allows us to plan

ahead and replace you. We do however encourage

everyone to at least attempt

to go to work  

Flair Recruitment and our clients take a

strong view on high levels of sickness

and lateness, please note continuous

lateness or regular sickness will affect future bookings

If you are booked to work over the weekend and you are late or 
calling in sick you must call the weekend emergency number. This 
will be given to you when you register with us. If you have to leave a 
message please state clearly your full name, the store and location 
you are booked to work in, and the brand you were working on and 
why you are sick or late also please leave a contact number just in 
case.

Lateness and sickness

Getting paid



Store Approvals – some stores will require you to have a store 
approval. They will ask you general customer service questions 
and about your work experience .There is nothing to be worried 
about, just be yourself!

Some stores will also require you to attend an induction you 
must do this to be able to work in the store.

Bookings- There are generally 2 types of requested cover 

Counter cover 

This is when you work on the counter or on a self-select area 
selling all products from the brand you are booked for. This 
could be either on your own or part of a team. 

Promotional cover

This is when you are launching or promoting a new product 
or fragrance. You may be on a promotional site by yourself or 
with others, and may have to wear a uniform (i.e a promotional 
t-shirt). You will be made aware of any requirements at the time 
of confi rming your booking by your Account Manager. 

This type of work requires traffi c stopping with a confi dent 
approach. You will have a daily target which you will need to 
work towards. Normally with this type of booking there will be 
promotional tools to help you achieve your target (i.e. Gift with 
Purchase etc).  

Samples – most stores will have different procedures. Please 
ensure that you ask a member of management before you start 
giving them out. Some stores encourage you to give away as 

The stores The shop fl oor
Once you arrive on the shop fl oor you should 
always start by reporting to the Department 
Manager, a Supervisor or the Account Manager. 
Introduce yourself; tell them which brand you 
are working on and your shift time. Ask at this 
point when they would like you to take your lunch 
break, if there is anything for you to focus on for 
the day, and if you don’t have it already, your daily 
sales target.

If you are given a target you should always aim to 
achieve and exceed it! Do not be overwhelmed if 
the target is high and always perform to the best 
of your ability.

You need to be proactive at all times when on 
the shop fl oor and use your initiative to make the 
most out of the day. Counters and testers must 
be kept clean and tidy throughout the day.

You should familiarise yourself with the layout of 
the counter and where the stock is kept. The only 
way to do this is to look through the drawers and 
fi nd out where everything is. Look for any sales 
tracking sheets so you can record your sales. 
Make a note of any focus products and special 
offers also be aware if the store is on a promotion 
or has an event on.

If you need to leave the shop fl oor for any reason, 
you should always tell someone where you are 
going. If you are going to lunch or a break, you 
must be back on time.

You should stay with your customer until the sale 
is complete. You should not use a till unless you 
have been till trained. If you have not been till 
trained, you will need to take your customer 
to the nearest open till and ask another staff 
member to process the sale for you. You 
should still wrap and pack your customers 
purchases.

If you are faced with a diffi cult customer, you 
should always be polite and professional. If you 
feel you need assistance, it is advisable that 
you seek support from a permanent member of 
staff who will know the stores policies.

Although Fair Recruitment is your employer, 
you should always act as an ‘Ambassador’ on 
behalf of the agency and the client.

You should conduct yourself accordingly:

•   Do not lean on the counter

•   Do not sit down

•   Do not talk loudly across the counters

•   Do not shout or swear

•   Do not eat or drink on the shop fl oor

•   Do not take or make personal calls

    (mobile phones are not permitted on the

    shop fl oor at any time)

 

many as possible, whereas others will only allow you to give 
out 1 or 2. Just remember to never take anything with you off 
the shop fl oor.

Security Procedures – every store has different procedures, 
However, there are basic rules that must be adhered to.

Always enter and exit the store through the staff entrance 
signing in and out as you enter and leave the store even at 
lunchtime

Do not take personal possessions on to the shop fl oor. Leave 
them all in a locker or secure place (wallet, mobile, make-up 
etc.). Flair Recruitment are not liable for any theft, loss or 
damage to personal items so don’t take to work what you do 
not need for the day.

Security may search your bag and pockets when leaving the 
store so do not take anything with you that does not belong 
to you. 



•   Hair must be clean and well groomed.

•   Long hair must be tied back.

•   You should be clean-shaven,

    (beards and moustaches should be neatly trimmed)

•   Jewellery should be kept to a minimum,

    (wedding band and watch are permitted).

•   Black long-sleeved shirt,

    (short sleeved is permitted in hot weather).

•   Smart, black, tailored trousers with matching jacket.

•   Black smart business shoes with black socks.

•   Good personal hygiene

•   Visible tattoos & piercings need to be discreet

•   NO knitwear

•   NO t-shirts

•   NO fl ip fl ops or trainers or open-toe shoes

Male Consultants:

•  You should always answer the 
phone in a professional manner. 
The correct way to answer the 
phone is:

Answering
the phone

Hair should be clean and tied back if below shoulder length.

Make up should be applied at all times. Colours should be 
natural. You should wear:

• Foundation or tinted moisturiser

• Mascara

• Lipstick or Lip gloss

• Nails should be clean and well-kept with neutral polish 

The following uniform guidelines should be adhered to at all 
times unless we have told you otherwise:

• Black, long-sleeved shirt (short-sleeved is permitted in hot  
 weather)

• Smart, tailored, black full-length trousers or a black knee  
 length skirt. If you are wearing a skirt, black or natural  
 hosiery must be worn. No leggings. No skinny jeans. No ¾  
 length trousers or shorts.

• If wearing a jacket, it must match your trousers or skirt and  
 be plain black (no pin stripe)

• Smart, comfortable, sensible business shoes (closed toe  
 shoe with low heel)

• Jewellery should be kept to a minimum. Watch, wedding  
 ring, engagement ring and small stud earrings are permitted

• Good personal hygiene

• Visible tattoos & piercings need to be discreet

• NO knitwear

• NO t-shirts (unless supplied by client)

• NO fl ip fl ops or trainers or open-toe shoes

Female Consultants:

Good morning/afternoon,

Debenhams (store), 

Estee Lauder (client), 
Amy (your name) speaking, 

how may I help you?

“ ”

Flair Grooming Guidelines



You should be warm and friendly and polite with a ‘can do’ attitude. You should always show respect to all 
members of the team, not just management. Remember that your performance is always being monitored, if 
you do a great job you will be requested back and therefore have more work.

Whether you are working alone or as part of a team, you must stay motivated. If it’s not busy you should make 
the most of it and give the counter a clean and a tidy. When it’s busy, you should be at the front of your counter 
approaching and stopping customers. Selling is your main priority.

Attitude Flair - Everything you need to know...

When does my timesheet have to be 
in so I get paid on time? How can I get 
it to you?
Monday 5.30pm is your deadline. It is your 
responsibility to ensure it arrives on time. 
If unsure, check that it has been received 
by logging on to the CMS click the preview 
button next to each of your shifts. If you can 
view your timesheet it has successfully been 
uploaded. Late timesheets or if you have not 
submitted all required information may mean 
delayed pay and could lead to administration 
problems. You must follow the timesheet 
process.

What should I do if I am running late?
It is imperative that you arrive on counter on 
time, so you must ensure you allow enough 
time to get to work. In the unlikely event that 
you will be late, you must call the offi ce/
mobile and let us know ASAP what time you 
will be arriving on counter and the reason 
for your lateness. If possible you must try 
and let the store know as well. Please note 
that some reasons for lateness are frowned 
upon by ourselves and our clients.

Who will sign my timesheet?
When you start your shift, you should always 
report to a Manager, Supervisor or Account 
manager. They would normally be the ones 
to sign your timesheet. If they have gone 
home before you fi nish your shift, then 
another Manager or Supervisor can sign it 
for you. It is always advisable to ask at the 
beginning of your shift who will be available 
to sign for you.

What do you mean by ‘traffi c 
stopping’?
Approach! It really is as simple as it sounds. 
The idea is to approach customers who are 
near you and stop them to introduce your 
products to them. This is a crucial part of 
the job. Do not get disheartened if people 
just keep walking…. this is natural. You’ve 
probably done it yourself! Just keep at it. 
Try different ways of traffi c stopping open 
ended questions work well as the customer 
can’t just say NO. Above all, be confi dent 
and know your products. A trick of the trade 
is to compliment the customer on something 
he or she is wearing ie – “I love your coat 
where did you get it from”? – If you do this 
you have their attention and then you can 
introduce your products…. “Whilst you are 
here what do you think of this” ?

What should I wear?
You must adhere to the uniform guidelines 
as defi ned in this handbook. At times you 
will be expected to wear a promotional 
t-shirt or something provided by the client It 
is your responsibility to maintain it and return 
it if requested. Sometimes you may also be 
asked to wear something different to the 
grooming guidelines in the handbook if this 
is the case we will inform you at the point 
of booking.

How do I get regular work?
There will be times when the agency is 
quieter; that is the nature of our business, 
however if you are good at your job, keen, 
enthusiastic and ready to work you will be 
busy. 

When a store or a client makes a booking 
with us, we will ask them who their preferred 
Flair consultant is, if every client calls and 
requests you, you will always have regular 
bookings. Flair Area Managers & Brand 
Area Managers visit the stores frequently 
and communicate with Account Managers 
for up-to-date feedback. Some consultants 
stand out; you need to ensure you’re one 
of them.

How do I give customers samples 
or free gifts?
All stores have their own policies. It is 
essential that you check with a manager 
or other key members of staff how many 
samples you may give customers and what 
the procedures are BEFORE you give 
samples out. Failure to comply with the 
stores procedures may result in a loss of 
store approval 

What do I need to do if I want 
to leave Flair Recruitment?
As stated in your contract, there is a 1 week 
notice period. However, if you have been 
pre-booked for work, and have committed 
then you will be expected to complete your 
contract. However if we can easily replace 
you, you would be able to leave after your 
1 weeks’ notice period. We would need 
to have your notice in writing and also 
confi rmation of the last day you would be 
able to work.  A P45 will only be produced 
once all monies owed have been paid to 
you. The person to speak to fi rst is your 
Account Manager and they will then be 
able to request it on your behalf. Please 
note that once a P45 has been produced, 
it cannot be reprinted.

•   Use your common sense! If you think you shouldn’t do something, then don’t!

•   Offer great customer service.

•   Do your best.

•   Sell and promote the brand.

•   Take pride in yourself and the 
opportunity you have been given.

In a nutshell



Unitec House
1 Albert Place
London
N3 1QB

T 0203 115 1019 
W www.fl airltd.co.uk

Facebook: @fl airrecruitment
Instagram: fl air_recruitment
Twitter: @fl airltd

www.fl aircms.co.uk


