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Protocol – Children’s Parties

INTRODUCTION

This protocol provides detail of the booking process which must be adhered to for Parties. 

We offer a variety of children’s party packages at venues across the Trust and details of them all can be found here.

Customers may enquire about parties through social media, over the phone, face to face or via email and staff must respond to all party enquiries promptly. 

Please note that for Woodland Parties customers should email rangers@eastayrshireleisure.com in the first instance.

Booking Process

1. The booking form, which can be found here must be completed at the time of booking. All sections of the form must be completed. 
2. Following completion of the booking form, it is the employee’s responsibility to accurately insert all information onto the booking system. 
3. A deposit must be taken at the time of booking.  
4. A confirmation email must be emailed by venue staff to the customer no later than 24hrs after the booking.  The confirmation email template can be found here  
5. At least 7 days prior to the date of the party, venue staff must contact the customer to confirm booking and pay the remaining balance.  Payments can be taken over the phone or at the facility where the party is taking place.  

Customers who hold an Active Club, Learn to Swim or a Run Jump & Throw Direct Debit will receive 10% off.

Snack Boxes

If snack boxes have been included as part of the party booking, confirmed numbers and options must be emailed to EALHospitality.Services@east-ayrshire.gov.uk no later than 7 days before party.

Option 1: (Woodland Party only) Snack Box – Includes a Sandwich (cheese or ham), Simply Fruity or Water and Freddo.  Cost £3.00 per child

Option 2: (All Parties) – Includes Simply Fruity or Water, Freddo and Tub of Pringles.  Cost £2.00 per child

Customer Service
Excellent customer service is at the heart of all the services we deliver and underpins our Values & Behaviours.   

1. [bookmark: _GoBack]Venue staff should greet the customer, making themselves known prior to the start of the party
2. Customers should be made to feel welcomed at all times
3. Venue staff should be there to offer their support throughout the party 
4. Any equipment used such as Softplay should be cleaned after use 

Feedback
A feedback form should be given to the customer at the end of the party to complete.  All feedback given should be inserted onto the Party Monitoring Spreadsheet.  

Any negative feedback must be dealt with promptly and in accordance with our Complaints Handling Procedure.

Cancellations:

A cancellation fee will be due in all circumstances; the deposit taken at time of booking is non-refundable in the event of a cancellation. Any hire cancelled with less than seven days’ notice will require to be paid in full. The Trust reserves the right to amend and/or cancel fees as it deems appropriate.
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