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Section 1: Introduction
1.1

Mission Statement
Visitor Relations and Security Team Members provide service excellence at each visitor
touchpoint and maintain a world class reputation of a friendly and knowledgeable staff. Team
Members provide a safe environment for both staff and visitors, demonstrate innovative skills in
visit planning, and promote operational efficiency while continually improving services to
exceed visitor expectations. Visitor Relations and Security Management will exemplify
inspirational leadership, provide an empowering culture and remain committed to the success
of the staff.
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Visitor Relations & Security Department Culture
The Visitor Relations and Security department plays a vital role in maintaining the museum’s
reputation of a world class organization with outstanding and memorable customer service.
Whether we are ensuring a secure environment, selling a ticket, or assisting a guest with
directions, we are engaging our visitors by making them our first priority and treating them in a
respectful and friendly manner in all interactions.
To help conceptualize the idea of consistent, extroverted friendliness, we use the metaphor of a
theatrical production, or a show, in the culture of our department. In the daily show, you aren’t
simply staffing a post; you are onstage, performing the role of a friendly, approachable museum
staff member in front of a live audience.
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Section 2: Quality Standards
2.1

Safety
Standard - Safety is our first priority and our department must set the example by following
all safety rules and guidelines.
Safety is everyone’s responsibility.
If you see a visitor doing something unsafe, you are empowered to approach the visitor.
Always use a firm but friendly tone when approaching a visitor about a safety concern.
Always thank a visitor for cooperating with a safety request.
Never assume that someone else is already aware of a safety concern.
It is our first priority to assist visitors and staff to safety during an emergency.








2.2

Courtesy
Standard - Being courteous is a key component of providing world-class, quality service.
Greet every visitor. Smile and make eye contact.
When interacting with a child, get down at his/her eye level to directly talk with
him/her.
Know the answers to questions (or find the answers).
Seek out visitor contact. Be the first to acknowledge and initiate a conversation.
Respond with “my pleasure” or “you’re welcome” after a visitor says “thank you.”
Use positive phrases “please walk” instead of “don’t run”.
Refrain from personal conversation while onstage.









Show
Standard - You are responsible for upholding the world-class image that our visitors have come
to expect from the museum. As such, you must always be mindful of when you are onstage and
backstage. You are onstage anytime you are in an area where a visitor or business guest can see
or hear you.







Great Show
Team Member is smiling and friendly
Team Member’s appearance is neat,
clean and professional
Workstations are organized
Team Member is standing upright or
seated with correct posture
Team Member is attentive and
proactively engage visitors







Poor Show
Team Member appears disinterested
Uniforms are faded, wrinkled, untucked
Workstations are cluttered
Team Member is slouching and/or
leaning
Team Member speaks to visitors only
when spoken to first
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2.4

Cleanliness
Standard - Cleanliness is important as it directly relates to how our visitors perceive the
museum. Areas that are not up to our cleanliness standards will damage the illusion of our show
and can pose a health or safety risk.






Efficiency
Standard - Efficiency is when operations run seamlessly and our visitors view us as prepared and
welcoming.










Smooth visitor flow throughout the building and parking areas.
Proper staffing levels.
Opening and closing checklist are completed pre and post operating hours.
Proper level of supply inventory is available.
Optimum speed of service to ensure the best experience.
Understanding when a manager/supervisor should be notified.
Arriving to work on time and returning from breaks on time.
Expecting that breaks will be delayed during heavy visitation.
Responding to emergencies quickly, calmly and prepared.
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Keeping the museum clean is everyone’s responsibility.
If you see trash or debris on the floor, pick it up!
If there is a spill or cleanliness issue that requires housekeeping, block the area so
visitors don’t step in the mess.
Always keep your workstation neat and organized.
If you see something that looks out of place but are unsure about moving it, contact a
manager/supervisor for assistance.
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Section 3: Staff Policies and Procedures
3.1

Museum Visitor Guidelines
As a Team Member, you are required to be knowledgeable of the museum guidelines and
confident in approaching visitors who may not be abiding by them. The guidelines are listed in
the museum maps, and are as follows:








For the safety of your children and all museum visitors, smoking is not permitted on the
museum campus.
Food and beverages are only permitted in the Food Court.
Please refrain from loitering, running or blocking the ramps, walkways or entryways.
Abusive and obscene language is prohibited.
Please be courteous to the visitors around you.
Please do not allow children to climb, sit or stand on any railings or barricades.
Children under the age of 18 must be accompanied by a responsible parent or guardian.

As part of the Visitor Relations and Security staff, it is our responsibility to respectfully inform
visitors of the guidelines if they are observed violating them. If a visitor becomes
uncooperative, you should call for a manager/supervisor. If the situation is dangerous to the
visitor or other visitors, notify the Control Room Operator immediately.

General Conduct and Expectations
When on the museum campus, Visitor Relations and Security Team Members are expected to
follow the guidelines below at all times.
Food and Snacks
Eating and chewing gum is not permitted onstage.
Breaks and Lunches
With the exception of the Food Court, breaks may not be taken in onstage areas and must be
confined to designated backstage areas. Team Members must return from a break on time.
Beverages
While onstage, Team Members will only be permitted to carry a Children’s Museum logo water
bottle as supplied. Only water may be stored in the bottle. Staff with documented health
requirements will be permitted to have an alternative beverage when approved.
Personal Property
Personal items such as cell phones, iPods, purses, backpacks, etc. are not permitted in any
onstage areas. Lockers are available to all Team Members to store personal items. Books,
magazines, homework, and other reading materials are not permitted at your onstage work
station.

Section 3: Staff Policies and Procedures
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Mailboxes
All Team Members are provided with mailboxes in their primary work location. Team Members
are responsible for checking their mailboxes on a daily basis to keep up-to-date on departmental
and museum information.
Secure Areas
Only scheduled staff are permitted in secure, cash-handling areas including the box office, coat
check and group arrivals desk. Cash drawers must be locked when not in use and cash bags
should be secured in the safe at all times.

Payroll and Scheduling
Team Members are responsible for accurately documenting their time worked and for arriving
to work as scheduled and on time. The following section identifies policies and procedures for
requesting time off and ensuring accurate documentation of time worked.
Time Cards
Team Members who utilize the time clock are required to clock in and out for every shift. If a
Team Member should fail to clock in or out, he/she must notify a manager/supervisor no later
than the end of the business day. A manager/supervisor will verify the arrival or exit time, write
the correct information on the time card and initial the time card.
Team Members who utilize time cards will have their time paid as follows:












Team Members are expected to begin working at their scheduled start time, and end
working at their scheduled stop time. Team Members will be paid at scheduled shift
time, or when the team member arrives (in the event of a tardy) and payment ends
when the shift ends. Non-work related activities (i.e. storing personal items, socializing,
changing into uniform, using the restroom, etc.) should be completed before or after
these scheduled times.
Team Members are extended a five minute grace period when clocking in or out. No
deduction will be given if a team member clocks in five minutes late or out five minutes
late, but repeated late arrivals will be tracked as a negative attendance trend.
Team Members who arrive six minutes, or later, after their scheduled start time will
receive payment beginning at the following quarter hour.
Team Members who depart six minutes, or earlier, before their scheduled stop time will
stop being paid at the previous quarter hour.
If Team Members clock-in before their start time, or clock-out after their stop time, and
has been asked to do so by a manager/supervisor, the team member will be paid for
that time.
Team Members will only receive payment for the shifts they are scheduled to work.
Team Members must receive approval from a manager/supervisor to work on an
unscheduled day, in which case they would receive payment for the hours worked.
If Team Members work six or more hours in a day, they are expected to take a 30
minute, non-paid, lunch break.

Section 3: Staff Policies and Procedures
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Team Members working less than six hours in a day, will not receive an automatic lunch
break. A short, paid break (15 minutes) will be allowed. Team Members working less
than six hours may, with manager/supervisor approval, elect to take an unpaid, 30
minute lunch break. In this circumstance, the Team Member should clock out at the
start of the break and clock back in before returning to work.

Time Sheets
Team Members who utilize time sheets will be required to keep an accurate record of hours
worked. Time sheets will be reviewed by a manager/supervisor for accuracy. Team Members
with attendance issues may be switched to a timecard at the manager/supervisor discretion.



Team Members are required to submit requests one month in advance to their
manager/supervisor, using the time off request form and placing it in the
manager/supervisor mailbox. Requests for time off will be evaluated on a first come,
first served basis. While the manager/supervisor will make every effort to honor each
request, requests may be denied to ensure appropriate staffing levels. Team Members
will be notified if a request is denied.



A manager/supervisor reserves the right to limit the number of PTO days allowed per
staff. Team Members may request a maximum of 2 weekends off per quarter. Only one
full time Team Member per area may be off at the same time.



PTO requests over two weeks must be approved by the Vice President of Operations
and Legal Counsel.



Requests will not be approved during periods when museum attendance is expected to
be high. These are typically during school vacations and/or holidays. The museum
refers to these days as “6,000 Days”. A list of “6,000 Days” will be provided.



PTO must be taken as a full day (7.5) or half day (3.75). Staff are not permitted to “make
up” work time to avoid PTO.



If a Team Member requires a day off after the request period has passed, he/she is
responsible for finding another Team Member to cover the shift. This is referred to as a
“trade” and must be approved in advance by a manager/supervisor. The staff
replacement must be capable of fulfilling the job requirements and not working on
overtime.

Overtime
Overtime is only available during extenuating circumstances and must be approved in advance
by the Vice President of Operations and General Legal Counsel. Staff working overtime without
prior authorization will be subject to disciplinary action.

Section 3: Staff Policies and Procedures

Paid Time Off (PTO)
The following guidelines shall apply to any Team Members who wish to use PTO:
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Appearance Guidelines
All hourly Team Members are required to wear a uniform. All uniformed Team Members are
required to be in appropriate dress code at all times when on museum grounds and/or in view
of our visitors.
Staff uniforms consist of the following items:
1. Museum-issued shirt
 Shirts must be tucked in at all times.
 Shirts must be clean, neat and pressed.
 White T-shirts without graphics may be worn under the uniform shirt. T-shirt
sleeves should not be visible beyond the sleeve of the museum-issued shirt.
 Long-sleeved shirts may not be rolled or folded up. If applicable, cuffs must be
buttoned.
2. Museum-issued pants
 Pants must be properly fitted and worn around the waist area.
 Pants must be clean, neat and pressed.
3. Belts




Belts must be of a solid black or brown color.
Belt buckles must be silver, gold, or black.
Text is not permitted on belts or belt buckles.

4. Solid Black or Brown Shoes
 Shoes must be clean and in good repair.
 Shoes with laces must be tied at all times.
 Shoes must be closed-toe, and fully encompass the foot.
 Socks must be solid black or brown in color.
 Dark colored boots may be worn during inclement weather at outdoor posts.
5. Museum-issued fleece jackets
 A fleece may be worn at the discretion of the Team Member with the museum
uniform shirt under the fleece.
 Sleeves must be completely rolled down and zipper must be zipped at least ¾ of
the way up.
 Team Members are not permitted to tie fleece around their waist.
6. Museum-issued Summer Outdoor Attire:
 Team Members will be permitted to wear museum-issued shorts and cap.
 Team Members will be permitted to wear a museum-issued rain jacket at their
discretion with the museum uniform shirt under the jacket.
 Team Members are not permitted to tie rain jackets around their waist.
 Team Members will be required to wear a safety vest while working outside.
 Sunscreen and a water bottle will be provided.

Section 3: Staff Policies and Procedures
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7. Museum-issued Winter Outdoor Attire:
 Team Members will be permitted to wear a museum-issued coat, cap and
gloves at their discretion with museum uniform shirt under coat.
 Team Members will be permitted to wear museum-issued coveralls at their
discretion with museum uniform shirt under the coveralls.
 Team Members are not permitted to tie coats around their waist.
 Team Members will be required to wear a safety vest while working outside.
 Foot and hand warmers will be provided.
8. Event Attire:
 Casual event:
 Formal event:



VIP event:

Day time uniform.
Straight-point collared long sleeved button down white
shirt, black pants, black shoes, socks, belt, black necktie
(men) name badge on right lapel. Radio ear piece.
Formal event attire with solid colored black blazer (if
available). Radio ear piece.

9. Promotional Props & Costume Pieces:
 Occasionally, staff uniforms will be supplemented or replaced with shirts or
other costume pieces to help promote exhibits, events or holidays.
 Promotional shirts and costume pieces are a required part of the uniform and
must be worn at all times while onstage.
10. Identification Badge / Nametag
 ID badges are to be worn with the name visible at all times.
 Museum-issued lanyards will be provided; however, Team Members may
substitute their own lanyard with a manager/supervisor approval.
 Team Members will be permitted to wear museum-related pins and/or buttons
on their lanyard. Personal pins/buttons may must be appropriate and be
approved by a manager/supervisor.

1. Jewelry and Piercings
 Piercing other than ears is not permitted. Other piercings must be removed
while on stage. Spacers are permitted, but must not be easily visible.
 A maximum of two earrings per ear are permitted.
2. Tattoos
 All tattoos and other body art must be covered and not be visible while onstage.
3. Hair




Hair, including beards and/or moustaches, must be clean, and well-groomed.
Hair coloring must be of natural tints and tones.
Hair must be off the face so as to not obstruct the eyes.

Section 3: Staff Policies and Procedures

In addition to uniforms, Visitor Relations and Security Team Members are required to adhere to
the following appearance guidelines at all times while on duty:
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4. Personal Hygiene
 Due to close contact with visitors, personal hygiene is important. Deodorant or
antiperspirant is required.
 Hands and fingernails must be neat, clean, and presentable.

Attendance Policy
Visitor Relations and Security Staff Attendance Line
Team Members who will be late or absent for their shift are required to call the Visitor Relations
and Security Staff Attendance line at (317) 493-2990, option 2. The instructions for proper use
of the attendance line are listed below:

1. Dial (317) 493-2990.
2. Press 2 to leave a message for VR & Security management.
3. Leave your name and whether you will be tardy or absent.
The phone line is the method in which managers/supervisors will accept calls regarding
attendance issues. The line is not to be used for requesting time off. Email and text messages
or leaving a message with fellow team members are not valid methods of calling in.
Attendance Tracking
The Visitor Relations and Security team can only operate efficiently when Team Members report
to work on time and ready for the day. We understand that events in our personal lives (i.e.
sickness, childcare difficulties, family emergencies, etc.) sometimes require staff to miss or
report late to work. Team Members should inform a manager/supervisor of potential conflicts
as soon as possible.
Our department uses a tracking system to record staff absences. Absences will be recorded on
Team Members’ record cards based upon certain infractions (outlined below). If a Team
Member accumulates the established number of absence notations within a pre-determined
timeframe, progressive discipline for attendance begins. In extenuating circumstances,
disciplinary action is at the discretion of the manager/supervisor. Such instances should be
considered the exception to the rule.
Attendance infractions and absence notations are as follows:
Tardy

½ Absence

Team Members who are late to work will have a ½ absence noted on their record card. If you
will be late for your assigned shift, you are required to call in on the designated attendance
phone line and leave a message at least 15 minutes prior to the scheduled start of your shift.
Call-No Show

1 Absence

Team Members who call in for an entire shift will have 1 absence noted on their record card.
Team Members who call in due to the same personal/dependent illness for up to 3 consecutive

Section 3: Staff Policies and Procedures
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scheduled work days will receive a single absence note. Starting the fourth consecutive work
day and each consecutive work day thereafter, 1 absence will be recorded per scheduled work
day until the Team Member returns to work. Team Members who miss 3 or more consecutive
work days due to personal/dependant illness must bring a doctor’s note upon their return to
work. Team Members are required to call in on the designated attendance phone line and leave
a message at least one hour prior to the scheduled start of shift. Bereavement is not penalized
but does require manager/supervisor notification. Bereavement time off is paid up to 3 days.
Release of Shift

½ Absence

Team Members who are not granted Early Release but still must be released from their shift
before they are scheduled to leave will have a ½ absence noted on their record card.
Call-No Show on a “6,000 Day”

1 Absence

In addition to the absences described above, failure to report for a scheduled shift on a “6,000
Day” will also result in an automatic Attendance Reprimand.
No Call-No Show

1 Absence

Team Members who fail to report for a scheduled shift and fail to call prior to the start of their
shift will have 1 absence noted on their record card and will receive an automatic Attendance
Reprimand. No Call-No Show could be subject to disciplinary action up to termination.
No Call-No Show on a “6000 Day”

Termination

A No Call-No Show on a “6,000 Day” is grounds for automatic termination.

Attendance Reprimand Thresholds
 4 Absences in rolling 6 month period – Attendance Reprimand
 5 Absences in rolling 6 month period – Attendance Reprimand
 6 Absences in rolling 6 month period – Attendance Reprimand
* Additionally, Attendance Reprimands will be automatically issued for
Call-No Shows on 6,000 Days, and for No Call-No Shows.
An Attendance Reprimand is a written warning outlining the Team Members absenteeism. A
copy of each Attendance Reprimand will be placed in the Team Member’s file and remain on
record card for six months. A Team Member who accrues three Attendance Reprimands within
any rolling six month period will be subject to termination of employment.

Section 3: Staff Policies and Procedures

Attendance Discipline
Absences will be recorded on each Team Member’s individual record card. Absence notations
will remain on a Team Member’s record card for six months. Attendance Reprimands will be
issued when the established number of absences has been recorded on a Team Member’s
record card within a rolling six month period. Absenteeism occurs at the following thresholds:
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Visitor Relations & Security Progressive Discipline Policy
All Visitor Relations and Security Team Members are expected to meet museum standards of
work performance. Work performance encompasses many factors, including attendance,
punctuality, personal conduct, job proficiency and general compliance with all guidelines and
expectations contained within this manual, as well as all museum-wide policies and procedures
as contained in the Staff Policy Handbook issued by the Human Resources Department.
Team Members found to be in violation of any policy or procedure will be subject to the
following progressive disciplinary actions:
First Violation
Upon the first violation of a policy or procedure, the Team Member will receive a verbal warning
from their direct manager/supervisor, and a notation will be made on the Team Members’
record card.
Second Violation
Upon the second violation of a museum policy or procedure, the Team Member will receive a
formal written warning from their direct manager/supervisor, and a notation will be made on
the Team Members’ record card. A copy of the written warning will be forwarded to Human
Resources to be put in the Team Members’ permanent file.
Third Violation
Upon the third violation of a museum policy or procedure, the Team Member will receive a final
written warning from both the direct manager/supervisor, and the next highest level manager.
A notation will be made on the Team Members’ record card and a copy of the written warning
will be forwarded to Human Resources to be put in the Team Members’ permanent file.
Fourth Violation
A fourth violation of a museum policy or procedure will result in immediate termination.

Section 3: Staff Policies and Procedures
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ACKNOWLEDGEMENT
RECEIPT OF VISITOR RELATIONS & SECURITY DEPARTMENT
STANDARDS & EXPECTATIONS
JULY 2010 EDITION
I have received a copy of the Visitor Relations & Security Standards and Expectations Handbook. I have
read and will comply with the standards & expectations outlined. The information in this handbook is
subject to change as situations warrant and I understand that changes in the policies may supersede,
modify or eliminate the policies in the handbook. Any changes in policy will be communicated to me by
my supervisor or a manager of Visitor Relations or Security. I fully accept the responsibility for keeping
this handbook current as new or revised policy information is received.

_____________________________________
Staff Signature

_____________________________________
Staff Printed Name

______________________
Date

