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Team members selected by The Coffee Club are
required to meet our high standards of behavior,
presentation and performance. In reading this
handbook, you have demonstrated your potential
to fulfill your role requirements. However there is
still much for you to learn to ensure you meet and
exceed all standards as expected by The Coffee
Club. Your commitment to the team and your
enthusiasm on the job is an essential ingredient of
our success.
Please take the time to read this handbook
carefully so you understand all that is expected
from you BEFORE you begin your first shift. Once
you have read and agree to abide by the conditions
as set out in this handbook, please sign the
“Statement of Understanding” form at the back
of the handbook and return it to your Franchise
Owner or Store Manager.
Please ensure that you have read all aspects of our
Uniform Dress Code and can abide by them prior to
commencing your first shift.
This handbook applies to Team Members within
Corporate and Franchised The Coffee Club Stores.
The standards and requirements set out in this
Handbook form a condition of your employment.
Failure to abide by this Handbook may cause
damage not only to a Team Member’s employer,
but to all or other entities within The Coffee Club
network and The Coffee Club brand.
Failure to adhere to the terms within this Handbook
may lead to formal counseling or termination of
employment.
Where you are not employed within a The Coffee Club Company owned and operated store,
but employed by a The Coffee Club Franchisee, an independent entity, the Franchisee will be
responsible for and will use its own discretion and judgment in what, if any, action it takes to
uphold or act in line with this Handbook. Any act or omission will be independent of The Coffee
Club, who is not liable for the acts of its Franchisees.
Team members may notify The Coffee Club, irrelevant of whether they are their employer of
any complaint in respect to this Handbook.
Please also ensure that you have read, understood and signed your Individual Employment
Agreement and Position Description. For more information related to employment law and
rights access www.employment.govt.nz
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The Coffee Club Story
In 1989, founding directors Emmanuel Kokoris and Emmanuel Drivas were out searching for a
late-night cup of coffee – and not just any coffee, an Excellent Coffee. After an unsuccessful
journey and hours of chatting, the pair planned a new business venture: The Coffee Club.
Their idea was to create more than just a place where people could meet for coffee; it was to
provide a relaxed meeting place that is casual yet sophisticated, stylish yet affordable. In short,
their plan was to meet an untapped need in the Australian hospitality market.
With the help of a new Director in 1994 – the flamboyant John Lazarou – awareness of The Coffee
Club not only grew exponentially, but became a much loved brand focused on not only providing a
great place to meet, but a brand that contributes to and involves the Australian community year
after year.
From a single store, which opened in November 1989 at Brisbane’s Eagle Street Pier, to more than
300 cafes throughout Australia, 64+ in New Zealand and a further 60+ world wide. The Coffee
Club has established itself as an iconic household name and preferred venue for millions of coffee
drinkers throughout the Asia Pacific region.
The expansion of The Coffee Club continued in 2005 with the first New Zealand store opening by
directors Brad Jacobs and Andy Lucas. We now have more than 64 cafes located in both the north
and south islands.
In 2008, Minor International Food Group took a 50% share of The Coffee Club (which was later
increased to 70% in 2016). With their substantial resources and large market capitalization, they
have assisted The Coffee Club’s growth and to explore international markets. In this same year,
The Coffee Club opened its first store in Thailand.
The Coffee Club model is now being replicated in other countries including, Pacific regions as well
as Asian and Middle Eastern countries.
Our continued National and International growth provides excellent opportunities for all team
members to pursue a career within The Coffee Club.
So the next time someone asks “Where will I meet you?” just say ‘The Coffee Club’.
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Emmanuel Drivas

Emmanuel Kokoris

John Lazarou

Founding Director,
Serves as Chairman. A quietly
spoken, talented and creative
thinker, Emmanuel is the
gentle man who made the
dream real.

Second founding Director.
Emmanuel is recognised
as the man with a passion
for Excellent Coffee. He is
dedicated to ensuring that
second best is alien to
The Coffee Club culture.

Variously described as
flamboyant, creative,
outrageous, likable and even
lovable, John combines
attention to detail with a rare
ability to think outside the
square and the drive to make
things happen.

Brad Jacobs

Andy Lucas

Brad has been with The Coffee Club for over
20 years and is very passionate about The
Coffee Club brand, the franchising industry
and the retail market. Brad is a strategic
thinker and is always looking for ways to
ensure The Coffee Club is a leader in our
market. Brad’s primary focus is on achieving
operational excellence across our group in
order to lead The Coffee Club’s continuing
expansion plans in New Zealand.
Brad manages all property and franchising
matters, being responsible for negotiating and
securing new sites for The Coffee Club and
recruiting new Franchisees to join our group.
Brad is also a board member for The Franchise
Association of New Zealand.

Andy’s greatest passion in life is hospitality.
It’s a passion he’s cultivated over many years.
He got his start in hotels and it was his time in
brasserie-style cafes, fine dining restaurants
and as a concierge that honed his instincts for
looking after people and ensuring they have the
best experience possible.
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Reinforcing his experience with a Diploma in
Hospitality Management, Andy uses this strong
foundation to work vigorously towards realising
his vision for The Coffee Club in New Zealand.
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The Coffee Club Stores: Store Style & Locations
The Coffee Club Café

Tends to be either at a standalone site or in a shopping
centre, either an ‘inline’ store or a kiosk. Cafes sell a range
of gourmet cakes, sandwiches, light meals & breakfast.
Stores are licensed to sell alcohol. Generally a Cafe
operates with counter or semi table service.

The Coffee Club Restaurant

Located in a strip of shops or as a standalone site, has
a larger area than the Club, and also has a full kitchen
employing chefs. This allows for an extended menu
including grills, pastas, and a full range of breakfasts.
Restaurant’s operate with full table service, are all
licensed and trade for extended hours.
We now have in excess of 450 stores spread across the globe. For a full list of stores in New
Zealand please visit our website www.thecoffeeclub.co.nz. Map of store locations, current at
time of printing.
Warkworth | Auckland | Hamilton | Cambridge | Tauranga | Rotorua | Taupo | Hastings
Palmerston North | Wellington | Christchurch | Queenstown | Dunedin
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The following lists various behaviour standards you are required to meet. Any
breach of the behaviour standards may result in disciplinary action as outlined
in the grievance procedures set out in this Handbook, which may lead to
termination of employment.

The Coffee Club seeks to create and foster a culture
and/or environment:
•
•
•
•
•
•
•
•
•

•

where employees are treated with respect and courtesy;
where employee concerns and issues are treated fairly and reasonably;
where employees are kept informed about The Coffee Club, including regular
communication on major initiatives;
where it continually seeks employee input and feedback;
that includes adequate facilities and equipment;
that provides for a safe working environment;
that provides for opportunities for appropriate training and development;
that recognises employee contributions;
which does not tolerate discrimination and/or harassment based on race, colour, gender,
age, marital status, disability or any other factor unrelated to genuine and legitimate
business interest;
which provides training that sets quality standards in the hospitality industry.

Overall Expectation of Employees
The Coffee Club expects the following general behaviour from all employees, regardless of
position, seniority or site at which they work. The employee must:
•
•
•
•
•
•
•
•
•
•
•
•
•

•

maintain a professional standard of hygiene and appearance in accordance with the dress
code and abide by The Coffee Club’s decision on acceptable standards;
perform assigned duties and tasks with effort and diligence;
work safely in accordance with workplace and/or operational manuals and The Coffee Club
standards and policies issued from time to time;
be fair, honest and reasonable with dealings with the company;
take care of the company’s facilities and equipment;
minimise waste and unnecessary expenditure wherever possible;
show respect and courtesy to all customers, suppliers, contractors and fellow employees;
be open to new ideas and new ways of working;
communicate openly and work cooperatively with Franchisees, Managers and colleagues;
recognise the rights of fellow employees, customers, suppliers and contractors;
protect the commercial interest and reputation of The Coffee Club;
consider opportunities to improve the value, quality, convenience and service provided to
customers;
not use the internet, electronic and/or any social networking sites and/or programs (i.e.
Facebook, Instagram or Twitter) to expressly or impliedly defame, damage or bring into
disrepute The Coffee Club brand, The Coffee Club Group and/or any of its associates,
franchisees and/or these parties employees;
comply with all statutory requirements and duties applicable to employment with
The Coffee Club.

2020 Copyright. The Coffee Club Franchising NZ Ltd. All rights reserved

Page 8

Relationship with The Coffee Club network
Employees must NOT:
•
•
•
•
•
•
•

•

•
•
•
•

•
•

act in a manner contrary to any laws, regulations and/or any health standards that
The Coffee Club have advised from time to time as being mandatory;
consume company product unless appropriate approval has been given or the product has
been paid for at an agreed price at an agreed time;
consume any food or drink in public view whilst on shift;
report for work under the influence or effects of drugs or alcohol;
remove without permission and/or steal company stock, equipment, cash, files, records or
other property, from the premises;
deliberately mislead, defraud or assist another person to mislead, defraud or steal from The
Coffee Club and/or any of its associates, franchisees etc.;
authorise any payment, make or influence any decision that may benefit themselves, a
family member or friend, or another employee, except after providing full disclosure of the
relevant conflict and getting express permission from The Coffee Club;
mis-use The Coffee Club assets or intellectual property. This includes unauthorised copying,
reverse engineering, modifications, alterations and/or distribution of computer software
programs and manuals, regardless of whether the program or manual is protected by
copyright, and/or design, patent and/or trade mark registration;
remove any of The Coffee Club Manuals from the store for any reason. (Including proposed
overnight study);
damage or misuse of The Coffee Club property or equipment;
be in possession of, or use, personal mobile phones whilst working, unless pre-approved by
your reporting manager;
use social networking or media sharing sites (i.e. Facebook, Instagram or Twitter) to upload
inappropriate media or write negative connotations about The Coffee Club, Franchisees or
other staff members that defame, slander or bring into disrepute The Coffee Club brand,
The Coffee Club, Franchisees and/or these parties employees.;
act contrary to any Electronic Communication and/or Privacy Policies and/or Guidelines
notified by The Coffee Club to the employee;
use any communication device for any purpose during work hours without first gaining
approval from a Supervisor.

Smoking
Smoking is not permitted within at least 4 metres of the Store (in certain circumstances Stores
may also be located within smoke free centres). Employees who smoke must not do so whilst in
uniform and must wash their hands before commencing their shift and after breaks.

Presentation Standards
The nature of The Coffee Club business demands constant attention to dress and personal
presentation. First impressions count and often it is you, the team member who the customer
and/or public first sees.
The Coffee Club dress code must be adhered to and may not be altered by you. See uniform dress
code session in this handbook.
When not working, i.e. when traveling to and from work, and while on a break, The Coffee Club
brand must be covered at all times.
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Employees must:
•
•
•
•
•
•

•
•
•

be hard working;
be punctual in attendance;
be conscientious;
be willing to make a contribution of effort that is consistent with their level of skill;
notify their direct Manager, Shift Supervisor or Team Leader (as relevant) as early as
possible (preferably eight hours’ notice when practical) if they are to be absent;
ensure that any other employment/social commitments will not adversely impact upon
working hours or commitments at The Coffee Club, and any such commitments do not
involve risk to The Coffee Club intellectual property or acting in competition with The
Coffee Club (ie working at an opposing and/or competitive coffee/food service business);
provide advance notice of non-availability in accordance with the Store’s Policy;
provide the Company with a readily contactable phone number (not voice message);
arrive ten minutes before your shift ready to start at rostered time.

Employees must NOT:
•
•
•
•
•
•
•
•
•
•
•

issue threats of violence to fellow employees, suppliers, customers or contractors;
use abusive language;
intimidate fellow employees, suppliers, customers or contractors;
take excessive sick leave, or regularly take sick days next to holidays, week-ends or rostered
days off without reasonable notice or evidence being provided(i.e. medical certificate);
make repetitive mistakes or continual procedural errors. The employee is to recognise areas
of difficulty and seek training;
unlawfully discriminate against other staff, colleagues and peers in relation to training,
promotion, conditions of employment, remuneration or dismissal;
make unwelcome personal comments or advances toward fellow employees, suppliers,
customers or contractors;
provide the telephone number or address of another employee without the prior permission
of that employee;
disclose to any persons any information regarding the business, including sales and staff
performance, buying information and selling strategies;
engage in any form of sexual activity on The Coffee Club premises or any Franchisee’s
premises;
create unnecessary disharmony in the work place.
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Management Employees Additional Standards
In addition to having to comply with the standards and obligations set out in this Handbook, it is
UNACCEPTABLE for employees in management or supervisory positions to:
•
•
•
•
•
•
•
•
•

•
•

fail to achieve the agreed position objectives as outlined in their position description;
fail to manage subordinate employees in an appropriate manner;
create unnecessary disharmony in the work place;
require or request employees to carry out an instruction that is known to be in breach of
company policy or law;
manipulate rosters and timesheets in return for personal favour or gain;
use their position for personal benefit in dealings with employees, franchisees, customers or
suppliers;
fail to report to their supervisor, manager or franchisee any incident or event, whether
involving staff, customers or suppliers that may compromise the position of The Coffee Club;
disclose to any unauthorised persons any trade secrets and/or confidential information of
The Coffee Club and/or any of its franchisees or employees;
disclose and/or make use of any The Coffee Club intellectual property, including without
limitation, sales and staff performance systems, buying information and selling strategies,
for any purpose other than in line with fulfilling their job description;
fail to ensure all staff adhere to the Dress Code in full at all times;
fail to take all reasonable steps to prevent unlawful discrimination, harassment and bullying.
If an instance of unlawful discrimination, harassment or bullying does occur; Managers and
Supervisors must take appropriate action.

Confidential Information
As a condition of employment, The Coffee Club requires that all employees must not disclose any
confidential information, whether verbal, documented or intellectual property, to anyone outside
of The Coffee Club both during the course of their employment and after termination of their
employment for any reason. The types of information to be considered as confidential include, but
are not limited to:
•
•
•
•
•
•
•
•
•
•
•

recipes
• sales data
letters
• accounts
credit histories
• designs
trading terms
• personnel records
technical information
• minutes of meetings
marketing strategies
• The Coffee Club systems manual
business systems
supplier information
any information stored on electronic storage media
team member, customer, supplier, VIP member databases
all other documents relating to The Coffee Club, or an individual or
company with whom The Coffee Club conducts business.

When your term of employment with The Coffee Club comes to an end, you agree to return to
The Coffee Club all information and copies that may have come into your possession during
your employment. This includes without limitation, this handbook and any records, papers and
extracts connected to this handbook and/or any of The Coffee Club Manuals, regardless of
whether The Coffee Club gave them to you or not. It is acknowledged and agreed that The Coffee
Club have spent considerable resources in developing each and all its intellectual property, and
reserves each and all rights to such intellectual property. Furthermore, any and all improvements,
modifications, alternations, changes to the intellectual property made as a consequence of your
employment are assigned to The Coffee Club, and if required by The Coffee Club you will sign and
complete any and all documents required giving effect to this provision.
2020 Copyright. The Coffee Club Franchising NZ Ltd. All rights reserved
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It is the obligation of every employee to ensure they are at all times in
compliance with this Uniform Dress Code. Further, without reducing the
before mentioned requirement, Management must ensure all employees are
adhering to the uniform dress code at all times, and such employees must not
commence work unless they comply fully with The Coffee Club Dress Code.

Unacceptable Attire
•
•
•
•
•
•
•

Coloured laces, Coloured socks
No obvious branding
No active wear – this includes leggings
short shorts or short skirts, jeans with rips or holes.
No low-cut shirts, singlets or shirts where the torso can be seen.
No radical, punk, grunge, gothic or revealing clothing
No personal mobile phones . These are not a part of the uniform therefore should not be
kept on your person. They should remain in your bag or locker with your personal belongings
until you either are on a break or finished your shift.

Jewellery
•

•
•
•
•
•
•
•

Tiny nose studs are acceptable, but no nose rings) piercing is restricted to one stud or small
sleeper in the lobe of each ear. No long hanging earrings permitted. All other piercings must
be removed before starting work
No jewellery to be worn by Chefs or Back of House staff.
No leather or beaded jewellery
No more than 2 rings per hand
No more than 1 gold or silver necklace (no beads or shells etc)
No bracelet, bangle or charm bracelet
It is advisable to keep jewellery to a minimum. The Coffee Club is not liable for any jewellery
lost or broken;
Bacteria and germs can harbour under rings and watches, so kitchen team members should
refrain from wearing these items to ensure food hygiene standards are maintained.

Hair & Makeup
•
•
•
•
•

Fringes should not fall into the eyes
No coloured or large hair accessories
Makeup should be natural and not excessive.
Hair that is longer than the shirt collar or falls toward the face must be tied back, braids
or in a bun.
During food preparation in the kitchen, all employees must wear a plain black cap or hat.
Where applicable, please ensure that all hair is restrained from being exposed

Hands & Nails
•
•
•
•

•

Hands must be washed before starting a shift, at least every hour if dealing directly with
food, after going to the bathroom, and any other activity that may contaminate the hands
Hand washing must take place under running water, using anti-bacterial soap for at least 30
seconds, and washed to at least 20cm above the wrist
Nails must be kept clean and trimmed, and should be no longer than 5mm from the tip.
Nail polish can be worn if you are Front of House – no loud bright colours and must not be
chipped. NO Nail polish to be worn if you are working in the Kitchen as it creates a potential
for physical contamination
Exposed cuts and abrasions should be bandaged and covered with i.e. Blue waterproof
bandage. Waterproof gloves must be worn if handling food or food surfaces.
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BACK of House
HEADWEAR
TCC logo black skull cap or a plain
BLACK cap (wear the peak of the
cap facing the front).
T-SHIRT/SHIRTS
TCC black branded company
t-shirt or any plain BLACK T-shirt,
long or short with no branding.
MUST BE IRONED
APRON
Approved TCC full body apron
TROUSERS/PANTS/SHORTS
Plain BLACK trousers or jeans.
Must not have holes -NO rips.
(Shorts are NOT to be worn in
kitchen)
SHOES/SOCKS
Plain black, fully enclosed low
heeled shoes, (less than 4cm) with
a non-slip sole. Plain black socks
must be worn.
BELT
Plain black belt with plain belt
buckle to be worn with trousers/
pants with belt loops.

Managers & Franchisees
T-SHIRT/SHIRTS
TCC branded managers shirt; long
or short sleeved. Must be ironed.
Plain Black Shirt or T-shirt.

FRONT of House
T-SHIRT/SHIRTS
TCC black branded company
t-shirt or any plain BLACK
T-shirt, long or short with no
branding. MUST BE IRONED
APRON
Approved TCC full body apron
TROUSERS/PANTS/SHORTS
Plain BLACK trousers and
shorts (Denim or Fabric),
must not have holes - NO rips.
Trousers and Shorts must be of
appropriate length.
SKIRTS/DRESSES
Medium length black skirt on or
below the knee. Splits in skirts
must be no longer than 5cm.
SHORTS
Must be plain BLACK and knee
length. NO rips
SHOES/SOCKS
Black Shoes, Black runners –
you can have a small amount
of white on the shoe as long as
80% is black. Fully enclosed lowheeled shoes, (less than 4cm)
with a non-slip sole. No loud
branding.
BELT
Plain black belt with plain buckle
to be worn with skirt/trousers
with belt loops

TROUSERS/PANTS/SHORTS
Plain BLACK trousers and shorts
(Denim or Fabric), must not have
holes. NO rips. Trousers and Shorts
must be of appropriate length.
SKIRTS/DRESSES
Medium length black skirt on or
below the knee. Splits in skirts
must be no longer than 5cm.

Must be subtle and not overpowering.

Must be kept clean and neatly trimmed;
“3 day growth” is not acceptable.

SHOES/SOCKS
Plain black, fully enclosed low
heeled shoes, (less than 4cm) with
a non slip sole.
2020 Copyright. The Coffee Club Franchising NZ Ltd. All rights reserved
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BREACH OF THE COFFEE CLUB STANDARDS
Grievance Procedures
As set out previously, the standards and requirement in this Handbook form conditions of
your employment. Failure to adhere may lead to disciplinary action, formal counseling or even
termination of employment.
To the extent that the contents of this Handbook refer to obligations on The Coffee Club, you
agree that they are guides only and are not contractual terms, conditions or representations on
which you rely.
The following grievance procedures are designed for the employer and employee to reach a
mutual understanding on an employment related issue. They are designed to acknowledge and
assess a problem situation, look at the alternatives for a solution and ultimately solve the problem.
The standard steps will generally revolve around a focus of initial informal to formal meetings
between relevant parties. The Coffee Club may alter as it regards necessary and/or relevant for
any particular circumstances the grievance process procedure.
If The Coffee Club has a grievance, dispute, problem or complaint with a team member, the
following procedure will generally be followed:
•
•
•
•
•
•
•
•
•
•

Discussion/meeting regarding performance
Verbal warning issued
Improvement assessment period
Discussion/meeting regarding performance
First written warning issued
Improvement assessment period
Discussion/meeting regarding performance
Second (final) written warning issued
Improvement assessment period
Termination of employment if adequate improvement does not take place.

Please note that the above procedure does not apply in cases of instant dismissal, and may be
altered by The Coffee Club where it is regarded as appropriate given the particular circumstances
of the matter.
If a team member has a grievance, dispute, problem or complaint, they should address as
follows:
1. If the Team Member feels that a minor grievance can be resolved by speaking directly to the
person whom the grievance involves, they should do so.
2. Alternatively, the Team Member should advise their Team Leader of their grievance who will
attempt to resolve the issue.
3. If the Team Leader is unable to resolve the issue or the issue involves the Team Leader, it
should then be referred to the Owner/ Manager
4. All serious matters should be referred directly to the Owner/ Manager in the first instance.
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Instant Dismissal
A team member may be terminated without notice, for serious misconduct, and for any of the
reasons included below:
•
•
•
•
•
•
•
•
•
•
•
•
•
•

•
•
•
•

•

Trafficking or possessing illegal drugs on company premises or in company time
Stealing from The Coffee Club, franchisees, fellow team members or customers. i.e. money,
products, equipment, etc.
Physically striking or making threats of violence to fellow team members, franchisees,
customers, suppliers or contractors, and/or these parties’ employees and/or agents
Deliberately misleading or defrauding The Coffee Club, franchisees, fellow team members or
customers
Reporting for work or returning from a break under the influence or effects of alcohol or
illegal drugs
Consuming alcohol and/or illegal drugs on The Coffee Club premises or in company time
Driving a company owned or rented vehicle whilst under the influence or effects of alcohol
or illegal drugs;
Possessing illegal weapons on The Coffee Club or a franchisees premises
Using abusive language in the company of fellow team members, franchisees, customers,
suppliers or contractors and/or these parties’ employees and/or agents
Deliberately damaging company equipment or property
Seriously and deliberately breaching company policy and procedure
Wilfully and deliberately neglecting to perform tasks and/or procedures which may result in
significant loss or damage to The Coffee Club or other team members
Abandoning employment without reason or notice
Deliberately performing duties in a manner which may cause injury to fellow team members,
franchisees, suppliers, customers or contractors, and/or these parties’ employees and/or
agents
Participating in harassment, including sexual harassment and/or bullying
Engaging in sexual activities on The Coffee Club premises, franchisee premises or any
The Coffee Club external event premises
Unlawful discrimination against any team member or person dealing with The Coffee Club
Using social networking sites to write negative connotations about The Coffee Club, its
franchisees, associates and/or employees that defame, slander or bring into disrepute
The Coffee Club brand and/or the before mentioned parties
Distributing and/or disclosing confidential information and/or other intellectual property of
The Coffee Club.

Notice of Termination
Notice of termination of employment by an employee or employer must be in writing and in
accordance with the relevant Industrial Award/ Agreement or employment contract, except in the
case of instant dismissal.
The Company at its sole discretion may pay out any and/or all relevant notice period that it does
not require the employee to work and the employee will not carry out work during such paid
notice period.
An employee may request the Company to reduce or waive the relevant notice period to bring
forward the date of termination, and if the Company at its sole discretion agrees to such
reduction or waiver, their only liability will be to pay any leave and/or entitlements accrued to the
date of termination.
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The Coffee Club is committed to providing team members with a safe work environment. The
Coffee Club requires all team members to take a proactive approach to care for the health and
safety of themselves and fellow colleagues, customers and visitors.
If a hazard is identified, the employee must immediately report it to the Franchisee or Duty
Manager (whoever is present in the Store/Office at the time).
The Workplace Health & Safety Department (WorkSafe NZ) should be contacted in case of an
unsafe or unhealthy situation that could lead to fatality or serious injury or illness.
There is an Emergency Contact List in store with useful contact numbers that should be used in
case of emergency. Please check with your Franchisee/Manager as to where it is located in your
respective store. Team members are expected to review the name/contact details from time to
time, in case the person and/or their contact details changes.

General Rules to Follow
The following is not an exhaustive list - however, it does outline some of the more common OH&S
principals and guidelines that must be followed.
•
•
•
•
•

•
•
•
•
•
•

Always consider your safety and the safety of other employees, suppliers, contractors and
customers
Use any protective clothing or safety equipment (PPE) supplied (i.e. the use of the safety
gloves, mask, goggle and plastic apron when handling chemical for impinger cleaning)
Report any damaged or unsafe equipment to the Franchisee or Manager on Duty.
Report any injury or near miss to a Manager immediately
Not report for work or return from a break under the influence of alcohol or any illegal drugs
or consume alcohol or illegal drugs on company time. Employees should advise Manager of
prescription drugs being taken that may affect performance or ability
Not be in possession of, or use, illegal weapons on company premises
Be responsible for maintaining the proper level of safety awareness in all tasks without
causing injury to ourselves or our co-workers
Be responsible for constantly inspecting our work environment for hazards which could lead
to an injury or incident, report them promptly and initiate corrective action
Maintain a clear, orderly and hazard free work area throughout the work period
Ensure that improper OH&S practices carried out by co-workers, suppliers and contractors
are immediately reported to a supervisor or appropriate OH&S representative
Respond in a timely manner to issues raised regarding OH&S practices.

First Aid
All work-related injuries (including near misses) requires a written incident report to be completed
and must be promptly reported to the Franchisee or Manager on Duty.
•
•
•

For serious or life-threatening injuries, please dial 111 and report to the Ambulance service
For minor injuries, a first aid kit is available to team members, please ensure you know where
the first aid kit is kept in your store
Please see the First Aid Certified Team Member for assistance with injuries.
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Upon Discovery of Fire
In the event of a fire you must immediately advise your supervisor on the location, nature and
status of the emergency. The Franchisee or Manager on Duty will ensure an alarm has been
raised and you must follow the instructions of the Franchisee or Manager on Duty and evacuate if
necessary.
It should be clearly understood that the primary duty of employees, is not to combat the fire, but
to ensure to the best of their ability, the safety of themselves and others.
When advised to evacuate – follow the instructions of your Franchisee or Manager on Duty and
evacuate the building via the fire exits and proceed to the exterior assembly area.

Lifting/Manual Handling
•
•
•
•
•

Know your own capabilities. Do not lift anything that is too heavy for you – ask for assistance
Test the load by lifting one corner
Use trolley where supplied
Ensure that you know the correct lifting techniques for your particular work area. Ask your
Franchisee or Manager on Duty if you are unsure
Many injuries are caused by incorrect methods of lifting and moving and could be avoided by
observing a few simple general rules:
» position your feet as close as possible to the object
» adopt a balanced position with your knees
» get a safe, secure grip before attempting to lift the load
» keep the upper part of your body erect and as straight as possible.
» avoid twisting while lifting
» once comfortable with the load, raise the load by straightening your legs.
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Workplace Discrimination, Harassment & Bullying
The Coffee Club is committed to fostering an environment free of unlawful workplace
discrimination, harassment and bullying. This is consistent with our corporate values, standards of
conduct, and legislative requirements.
The Coffee Club Workplace Discrimination, Harassment & Bullying Policy applies to all employees.
Furthermore, it is expected and required that all contractors, suppliers, franchisees and those
parties agents, employees, contractors and representatives abide by this policy and process in
respect to any and all their dealings with The Coffee Club and its Support office and employees.
Unlawful harassment, discrimination and bullying are unacceptable forms of intimidating
behaviour and will not be tolerated or condoned under any circumstances.
All persons have the right to question and to escalate any situation that they believe constitutes
unlawful harassment, discrimination or bullying.
Where appropriate, and where the person feels comfortable doing so, an individual may first make
their concern known to the offending person/people and provide an opportunity for the behaviour
to immediately and permanently cease. Alternatively, the person may adopt other methods of
resolution as set out in this policy.
All matters of discrimination and harassment are to be treated impartially and dealt with in good
faith without recrimination to the individual raising the issue.
The Coffee Club is committed to fostering an environment free of unlawful workplace
discrimination, harassment and bullying. This is consistent with our corporate values, standards of
conduct, and legislative requirements.
The Coffee Club Workplace Discrimination, Harassment & Bullying Policy applies to all employees.
Furthermore, it is expected and required that all contractors, suppliers, franchisees and those
parties agents, employees, contractors and representatives abide by this policy and process in
respect to any and all their dealings with The Coffee Club and its Support office and employees.
Unlawful harassment, discrimination and bullying are unacceptable forms of intimidating
behaviour and will not be tolerated or condoned under any circumstances.
All persons have the right to question and to escalate any situation that they believe constitutes
unlawful harassment, discrimination or bullying.
Where appropriate, and where the person feels comfortable doing so, an individual may first make
their concern known to the offending person/people and provide an opportunity for the behaviour
to immediately and permanently cease. Alternatively, the person may adopt other methods of
resolution as set out in this policy.
All matters of discrimination and harassment are to be treated impartially and dealt with in good
faith without recrimination to the individual raising the issue.
The Coffee Club will endeavour to treat all matters of discrimination and harassment in the
strictest of confidence. However, the nature of certain complaints may require The Coffee Club to
disclose certain details in order to prevent harm to other employees and/or to comply with other
legislative and common law requirements.
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Managers and Franchisee have a responsibility to ensure all reasonable steps have been taken to
prevent unlawful discrimination, harassment and bullying. If an instance of unlawful discrimination,
harassment or bullying does occur; Managers and F must take appropriate action.
Detailed below are examples of behaviours that may be regarded as workplace harassment,
especially if the behaviour is repeated or occurs as part of a pattern of behaviour. This is not an
exhaustive list – however, it does outline some of the more common types of harassing behaviours.
Examples include:
• Abusing a person loudly, usually when others are present.
• Repeated threats of dismissal or other severe punishment for no reason
• Constant ridicule and being put down
• Leaving offensive messages on email, mobile, SMS, telephone or via use of other electronic
mediums
• Sabotaging a person’s work, for example, by deliberately withholding or supplying incorrect
information, hiding documents or equipment, not passing on messages and getting a person
into trouble in other ways
• Maliciously excluding and isolating a person from workplace activities
• Persistent and unjustified criticisms, often about petty, irrelevant or insignificant matters
• Humiliating a person through gestures, sarcasm, criticism and insults, often in front of
customers, management or other workers.
• Spreading gossip or false, malicious rumours about a person with an intent to cause the
person harm.
The Coffee Club team members must not use networking sites (including, but not limited to,
Facebook, Myspace or Twitter) to make comments or engage in behaviour that may be regarded
as harassment of any employees, franchisees, suppliers of The Coffee Club and/or these parties
employees, and/or contractors.

Legislation
The Coffee Club Occupational Health and Safety (OHS) policies and procedures seek to at all times
be in alignment with current New Zealand legislation, as well as all local council and regional laws.
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The Coffee Club HACCP based Food Safety Program
The Coffee Club has a Hazard Analysis Critical Control Points (HACCP) based Food Safety program
that provides all of The Coffee Club Cafés and Restaurants in The Coffee Club Group with a quality
program reducing the food safety risks in each site. The program conforms to the requirements of
the New Zealand Food Control Plan.
Training on The Coffee Club HACCP based Food Safety Program must be relevant to your position
and must be completed during your first couple of shifts. Ensure that you sign the relevant forms
once training is completed. Food safety is an important part of our business. Our hygiene policy
has been developed to meet strict food safety requirements and key aspects of our HACCP based
Food Safety Program.
The requirements set out in The Coffee Club Food Control Plan are designed to meet hygiene
standards and good manufacturing practices appropriate to a food preparation establishment and
to ensure compliance with Health (Food Act) Regulations.
Above all, always remember you are a “food handler” and the customers of The Coffee Club - the
general public - will be consuming the food you produce. Be diligent, use your common sense and
never allow a product which is unwholesome or potentially dangerous to be used or produced
within the restaurant.

Good Manufacturing Practices
Good Manufacturing Practices describes the way we go about producing the products we sell. It
covers many practices which your Franchisee/Manager will describe to you during “on the job”
training.
It is vital that all food (ingredients and finished product) and packaging is continually protected
through the process from any form of contamination. This includes contamination from any
physical, chemical or microbiological source.
Our food products and ingredients must always be protected from the environment, by covering
and ensuring doors are closed. If you are ever in doubt about the quality or contamination
potential of the food ingredients or packaging, please ask your Manager.

Basic Food Safety Principles
You must be aware of the following principals and comply with these principals as well as any
relevant food safety laws applicable to your position. In the event you see any behaviour that may
not comply, you must immediately advise your Manager or Franchisee (whoever is present at the
store at the time).

Don’t Let Your Food Turn Nasty!
Food poisoning is a serious health problem. It can cause severe illness and even death. Food
poisoning can seriously damage the reputation of The Coffee Club, its Franchisees, Managers,
Team Members and consequently damage the jobs of many workers.
As a person who handles food – whether you are a Front of House or Back of House team member
– you have an important responsibility to handle food safely to:
• protect other people from getting sick
• protect your reputation in the food industry
• protect you The Coffee Club store
• protect your job.
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Food safety laws in New Zealand are designed to ensure that food is safe to eat and free of any
contamination when sold to a consumer.
All businesses and organisations that make, display, transport or prepare food for sale must be
registered with their local council. The Coffee Club Franchises must also comply with NZ food laws
including having a Food Safety Program in place.

Ready-to-eat Food
These food items are cooked and presented for immediate consumption for the consumer. It
should be expected that the food be consumed within the next 2 hours.

Cross-contamination
Bacteria can sometimes be found in raw food which can cause food poisoning. If raw food comes
into contact with cooked or ready-to-eat food it may contaminate the cooked or ready-to-eat food
with bacteria from the raw food. This is called cross contamination. This is why it is vital to store
raw food separate from cooked and ready-to-eat food.
It is also very important that the same chopping boards, knives and any other equipment that
is used for raw food is then not used for cooked or ready-to-eat food. All equipment must be
thoroughly washed and sanitised after every use.

Handling Food
Bacteria can be found on everyone’s bodies, including healthy people. Bacteria can be spread by
people touching food with their hands. To avoid contaminating food with your hands you must
thoroughly wash and dry your hands before handling any food, after handling raw food and before
touching cooked or ready-to-eat food. Always use clean and sanitised utensils when handling
cooked or ready-to-eat food.

Gloves
When wearing disposable gloves the same precautions for handling raw, cooked or ready-toeat food must be taken to prevent cross-contamination. Before putting on gloves, wash and dry
hands thoroughly. Always use fresh gloves. The disposable gloves must be changed:
•
•
•
•
•
•
•

at least once every hour;
if they become contaminated;
if they tear;
between handling raw food and cooked or ready-to-eat food;
when changing tasks;
after handling rubbish;
after sweeping, mopping and cleaning.

Cooking & Heating Food
The ‘Temperature Danger Zone’ which allows bacteria to grow quickly in high-risk foods is between
5˚C and 60˚C. It is vital not to keep high-risk food in the ‘Temperature Danger Zone’ any longer than
absolutely necessary. Make sure food is thoroughly cooked through and the centre has reached a
minimum temperature of 75˚C. Most bacteria are killed when cooking food to over 75˚C.
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Cooling Food
Once cooked, food must not be left to cool for more than one hour. The food must be immediately
placed in the refrigerator or freezer once it has cooled. You can achieve this by monitoring the
cooling temperatures and making sure foods are chilled to below 21˚C within 2 hours of reaching
60˚C and below 5˚C, 4 hours after reaching 21˚C. Furthermore, ensure that large portions of food

Thawing Frozen Food
Food must be kept out of the ‘Temperature Danger Zone’ when thawing as bacteria can grow.
Frozen food must be thawed in the refrigerator on the bottom shelf, and must be kept in the fridge
until it is ready to be cooked. The food must be cooked immediately after defrosting if using a
microwave oven to thaw frozen food. Food must be thawed thoroughly before cooking. If you have
to cook food that is still frozen, make sure the food is thoroughly cooked through and the centre
has reached a minimum temperature of 75˚C.
DO NOT re-freeze thawed food. When food is refrozen bacteria do not die and will still be there
when the food is thawed again.

Illness/Sickness
If you know or suspect you have contracted a contagious disease, you must seek medical advice
and heed that advice in terms of treatment. The need for absence from work and notification to
The Coffee Club store management is required.
By law you are not allowed to work in a food handling role if you are a carrier of a food borne
illness. Employees suffering from hepatitis, diarrhoea, skin infections on the face or hands or
symptoms of any food poisoning illness such as salmonella, must obtain a doctors certificate
giving clearance to work as a food handler.
If you are suffering from a food borne illness, this information will be recorded in a register held by
The Coffee Club as part of our Food Control Plan requirements. Medication (tablets, creams, eye
drops) must not be taken into the food preparation area.

Glass & Ceramic
Under no circumstances are glass containers permitted in the preparation area. Seeing
eye glasses which are worn to correct sight, are the only form of glass permitted in the food
preparation area. It is the responsibility of the wearer to ensure that glasses/ contact lenses are
secured at all times so as not to pose a risk of contamination. Furthermore, broken glass cannot
be disposed of in an ordinary rubbish bin as it has the potential to pierce the bin liner and cut
someone.

Pest Control
Pest control at the facility is undertaken by an external contractor. Employees are not permitted
to engage in any pest control activities. Employees must not interfere with any pest control
activity or bait stations on site. Employees should report any damage to bait stations or the
incidence of pests using the pest control sighting register and report the sighting to the supervisor
on duty.
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The VIP Club Membership is available to all of our customers. To join,
a customer pays an annual fee and receives a membership card valid
for 12 months. VIP Membership entitles a customer to discounts on
food and beverage items (excluding alcohol).
Certain additional conditions also apply so please refer to the VIP
Application Form you will find in store for full benefits and conditions.
Also, please review The Coffee Club privacy policy on The Coffee
Club website. Each and all VIP Club Member’s information is to be
kept private and in line with The Coffee Club Privacy Policy. VIP
Club entitlements are not available in conjunction with any other
discounts or promotional offers.

BUY ONE HOT BEVERAGE, GET ONE FREE!

VIP customers receive two HOT beverages for the price of one. This offer only applies to HOT
beverage items and DOES NOT include liqueur coffee. The higher priced menu item will be charged.
A limit of two free hot beverages per visit applies and the free beverage is to be provided at the
time of ordering/paying.

10% DISCOUNT

VIP customers receive 10% off any other food and cold beverages on Monday, Tuesday and
Wednesday, excluding alcohol, retail merchandise and any “Buy One Hot Beverage, Get One Free”
where the customer has already received a discount.

PRIZES

VIP customers who have swiped their card during a month will be eligible to win prizes. Winners
are drawn at the start of the following month and will be listed on The Coffee Club’s website www.
thecoffeeclub.co.nz and social media pages.
If you receive a request to join the VIP Club, application forms are available in store. The application
form is returned via postage paid mail to The Coffee Club VIP. Customers can also apply it online at
www.thevipclub.co.nz
(Do not accept cash in store as it is an unsafe process)
Membership cards are generally mailed within 15 working days of receiving the application.
If a customer has any questions relating to VIP that you cannot answer please refer them to the
VIP hotline (09) 304 0008 or email vip@coffeeclub.com.au
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STATEMENT OF UNDERSTANDING – ORIGINAL
Team member to complete this section, and then tear out
And give to your franchisee or manager to keep.

NAME:

of the following address:

I confirm that prior to commencing my employment, I have had the opportunity to read and
have fully understood each and all parts of the Team Handbook to which this Statement of
Understanding is attached, and agree to adhere to the policies and procedures of The Coffee
Club as set out in the Team Handbook, including without limitations these specific chapters from
the Team Handbook:
•
•
•
•
•
•
•
•
•

The Coffee Club Vision, Mission and Core Values
Behaviour Standards
Occupational Health & Safety
Workplace Discrimination, Harassment & Bullying
The Coffee Club Basic Food Safety Principles
The Coffee Club Uniform Dress Code
Breach of Behaviour Standards
Employment Terms & Conditions
The Coffee Club VIP Club

I understand and agree that a breach of any obligation within the Team Handbook by myself
may result in disciplinary action, breach and/or even termination of my employment and/or
contracting services.
I understand and agree that the Team Handbook and contents of this Team Handbook may
change from time to time, and upon notice of any change I am to immediately act in accordance
with such change/s.

TEAM MEMBER NAME:
TEAM MEMBER SIGNATURE:

WITNESS NAME:
WITNESS SIGNATURE:
DATE:

MANAGERS NAME:
MANAGERS SIGNATURE:
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STATEMENT OF UNDERSTANDING – ORIGINAL
Team member to complete and keep with Handbook.

NAME:

of the following address:

I confirm that prior to commencing my employment, I have had the opportunity to read and
have fully understood each and all parts of the Team Handbook to which this Statement of
Understanding is attached, and agree to adhere to the policies and procedures of The Coffee
Club as set out in the Team Handbook, including without limitations these specific chapters from
the Team Handbook:
•
•
•
•
•
•
•
•
•

The Coffee Club Vision, Mission and Core Values
Behaviour Standards
Occupational Health & Safety
Workplace Discrimination, Harassment & Bullying
The Coffee Club Basic Food Safety Principles
The Coffee Club Uniform Dress Code
Breach of Behaviour Standards
Employment Terms & Conditions
The Coffee Club VIP Club

I understand and agree that a breach of any obligation within the Team Handbook by myself
may result in disciplinary action, breach and/or even termination of my employment and/or
contracting services.
I understand and agree that the Team Handbook and contents of this Team Handbook may
change from time to time, and upon notice of any change I am to immediately act in accordance
with such change/s.

TEAM MEMBER NAME:
TEAM MEMBER SIGNATURE:

WITNESS NAME:
WITNESS SIGNATURE:
DATE:

MANAGERS NAME:
MANAGERS SIGNATURE:
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MISSION
STATEMENT
OUR VISION
To be a global leader in retail food, coffee and franchising
OUR MISSION
We provide
• Good Food, Great Service, Excellent Coffee
• A welcoming relaxed meeting place enriching contemporary lifestyle
• The answer to “Where will I meet you?”
OUR CORE VALUES
• Customer Service
Our focus is our customers, both internal and external. Everything we
do revolves around ensuring that all our customers have positive and
productive contact with us.
• Teamwork
We encourage and support each other to achieve our best at all times in
a safe, fun and relaxed environment.
• Accountability
We accept responsibility for our actions and are accountable for the
results achieved.
• Positive Relationships
We actively promote a positive and satisfying work environment and
represent The Coffee Club positively at all times.
• Continual Improvement
We constantly re-evaluate our services and actively elicit, listen and
act upon information for continuous improvement, actively promoting
innovative practice in all that we do and are involved with.

