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Agenda ltem 2.14

Afternoon Arlene

As you know | will be down south when this application calls and might not be able to attend the
Board Meetingon 17 Augustvirtually.

Thereisan objection to the application and | thought | would provide you with my clients comments
on the application and objection so that they could be circulated to the members with their papers.
The application was really just to obtain board consent to “tidy up” alterationsand tothe Premises
carried out whilstthey were closed throughoutlockdown. Indeed, | thought they might have been
treated as a minorvariation until the architectadvised me there was anincrease in capacity because
of the changes. None of the works evenrequired abuilding warrantand have absolutely no effect on
noise.

Althoughthe objection does notsay, our clientsthinkit might come from a competitorand should
be viewedinthislight.

| well recall applyingforalicence forthe Premisesinthe Town and County Hall some 20 years ago
and certainly priorto the new Licensing legislation cominginto effect. The owners remainthe same.
It was innovative at the time notleast because of where it was.

Their architectadvises me thatsignificant noise prevention measures were incorporated into the
original building works . Interms of the external walls ,two sets of solid core double doors were
fitted which forma lobby tothe outside. The main doors also have a lobby areawhere the doors are
managed when the premises are operational.

Indeed,both tunnels also have double doors leadingin tothem which of course reduces further any
noise leakage.

Music equipmentis controlled by asound engineerwhois onthe premises when open. Thereare
noise restrictors fitted to ensure acceptable sound levels are not exceeded.

Allthese measures wereagreed with Building Control when the premises were fitted out many years
ago.

There are alsoinstalled remote sound monitors used throughout the premises as back up by
management.

The result of all this, isthat there have been no noise complaints whatsoever during the many years
the premises have traded as can be confirmed by your officials.

As you can see the alterations will not produce noise pollution whatsoever. Also our cli ents cannot
think of any residential properties that are nearby and certainly had had no complaints.

In essence | submitthe objectionisirrelevanttothe application and groundless.

| trust thisinformationis of assistance to the Board.

Theirarchitect will be online as well to answer any queries the Board may have.
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. Agenda ltem 2.22

Noa.ﬁ Admission Restrictions |
A I Issue 1

The folowing procedure covers:

e Medical Contra-indications
e Groups of people with disabilities

Copyright © 2018 Right Directions Ltd

Medical contra-indications

All customers prior to taking part must complete a waiver form.

All Staff should be familiar with the operator’s list of contra-indications to safe participation on medical
grounds which should include, but may not be imited to:

e forces and actions that could aggravate physical conditions

e excessive participant weight (which would increase the forces on the participant’s body, would
could lead to an increased risk of bone and joint damage and would be an indicator of general
lack of fithess and appropriateness of the activity for the participant)

circulatory condtions

heart or lung conditions

recent surgery

back or neck condtions (including Rodded back and Brittle bones)

high blood pressure

spine, musculoskeletal or head injury

Down'’s Syndrome

Neck Instabilty

Achondroplasia (disproportionate Dwarfism)

Pregnancy

Customers who have health problems or disability may appear to pose a risk. If in any doubt in
their ability to safely participate in Battle Bar activities customers should seek advice from their GP
prior to taking part in any activity.

Flashing lights might be used in the Battle Bar that might affect some people with epilepsy. Signage is
displayed to warn customers.

Where a customer has epilepsy, which s totally controlled by medication and has been
completely free from seizures for at least one year, no special precautions are necessary. However, the
customer must be warned that flashing lights are used. This information should be provided in the
safety briefing, by warning signage, and on the website.

Customers with uncontrolled epilepsy shal seek their GP’s approval for trampolining and other forms
of sports participation taking into account the following:

e Thetype, severity and frequency of seizures

e The presence or absence of warning signs

e Known trigger factors, (e.g. cold Park, stress, excitements, noise or dazzling lights on the Park
surface)

Activities should not take place if:

e A person with uncontrolled epiepsy feels unwell
e During peak conditions

Right Directions
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Admission Restrictions |

Issue 1

Right Directions
[roeiemasmanyy

HEALTH
AND SAFETY

Groups of people with disabilities

Where groups of people with disabilities are using the Battle Bar, extra supervision may be
required. As part of the risk assessment the following aspects must be considered:

e Thegroup leaders should be consulted and consider persons with disabilities on an individual
basis

The number of trained staff required

The number of helpers in the Park to provide support

The number of other helpers available to provide additional assistance, especially in the
event of an emergency requiring evacuation

The training and competency of helpers

There wil always be a high staff to customer ratio on shift at all times

The provision, type and location of safety signs and signals (both visual and audible)

The maximum number of disabled persons that can safely be admitted into, and evacuated
from a session with due regard to the above

Written evacuation procedures (PEEPs and GEEPs) should be completed for each individual and session
being operated.

Action Required:

v Ensure that PEEPs and GEEPs are developed for individuals or groups with additional needs
or disabilties.

v Ensure that members of staff are trained in this procedure as part of the health and safety
induction training for all staff members and a refresher training programmeis in place, the
training must be recorded on the members of staff's Individual Training Record.

Associated Forms:
e Individual Training record
Associated Risk Assessments:
e Disabled Users and Groups Risk Assessment
e PEEPS and GEEPS
e Arcade
e Crazy Pool
e Seating Area
e Shuffle Board
e Electronic Darts
e Beer Pong

e AxeThrowing

Copyright © 2018 Right Directions Ltd
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HEALTH
AND SAFETY

Admission Restrictions |

Issue 1

Associated Guidance and Legislation:

e Britsh Gymnastics, Health and Safety, Safe participation
e Downs Syndrome UK

e BSI PAS 5000:2017

e Control of Admissions Procedure

e Emergency Action Plan

Training on this procedure is required for the following staff:

o Al Staff
e Al Managers
e Receptionists and Multi Skiled Staff

Updates of procedure:

Description of

Revision Issue Y — Action By
Train designated staff and
2 1 None - First Issue May 2021 | incorporate the procedure into
QMS.
Date of Next Update:

This procedure is reviewed every two years or updated as and when necessary, the next review is

January 2023.

Right Directions
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Safety Of Equipment and Field

Definitions

Section 1- Throwing

Section 2 - Equipmentandfield
Section 3 - Participants
Section 4 — Coaching

Section 5 - FirstAid

Definitions Participant

Any personon the premises not actively holding an axe.

Thrower: Any person currently holdingan axe, with orwithout the intent to throw

Coach: Any person that has completed the axe throwing certification process, usually a staff
member.

Lane: The throwingfield where axes are thrown. Includesfloor, ceiling, side walls, and target

Trick Shot: Any throwingtechniquelisted in Section 5that does not meet the requirements of
throwingtechniqueslistedin Section 1. All trick shots must be accompanied by a coach.

Section 1A- Throwing (Separated Lane Facility)

No axes are to be thrown until a coach has given full instruction and demonstration to all
participants

Axes may be thrown no closerthan 12ft and no furtherthan 16ft from the target

A thrower must have forward footinside of throwing range whilethrowing

Axes may only be thrown by holding the handle and never by holding the blade.

Radius Rule - No participants may be within 4 feet of another participant whilethrowing an
axe

A coach may stand near participants while training but must stand a minimum of 2 ft away
and may not stand directly behind orin front of participant.

Axes may only be thrownina vertical orientation, raising the axe above the head and
releasing forward. “Sidearm” style throwingis prohibited.

Thrower must always face target while throwing. Backwards throwingis prohibited
Thrown axe should only complete approximately one rotation when thrown.

A thrower may only throw one axe at any time
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No participantshall be beyond the marked safety linewhile athroweris active in the lane.
Axes are not to be handed off between throwers. Always place an axe inadesignated place
and allow the nextthrowerto pickitup.

If at anytime, a participant orthrowerfeels that conditions have become unsafe, it must be
reportedtoa coach immediately.

If participants are to miss the target member of staff will retrieve the axe

All Participants are shown on how to remove the Axe at the start of session and also posters with st-
by-step procedure on how to remove the Axe. During this time atrained member of staff will be
present.

Section 1B - Throwing

No axes are to be thrown until acoach hasgiven full instructionand demonstrationtoall
participants

If participants miss the target they must take furtherinstruction from atrained member of
staff. If the axe is to bounce back there is sufficient space for participant to move out the
way.

Sufficient space of 16ft inthe lane and also space forthe approach to the lane

Floor markings to guide participant sothey remain asafe distance from the axe throwing
wall

Axes may be thrown no closerthan 12ft and no furtherthan 16ft from the target

A thrower must have forward foot inside of throwing range while throwing

Axes may only be thrown by holdingthe handle and never by holding the blade

Radius Rule - No participants may be within 3 feet of another participant whilethrowing an
axe

A coach may stand near participants while training but must stand a minimum of 2 ft away
and may not stand directly behind orin front of participant.

Floor markingsand a barrierto ensure participant stays within the safe distance
Technique - Axes may only be thrownin a vertical orientation, raising the axe above the
head and releasing forward. “Sidearm” style throwingis prohibited.

Thrower must always face target while throwing. Backwards throwingis prohibited
Thrown axe should only complete approximately one rotation when thrown.

A thrower may only throw one axe at any time

Only two active throwers may be beyond the 20 ft safety atany time

Axes are not to be handed off between throwers. Always place an axe inadesignated place
and allow the nextthrowerto pickit up.

When removingan axe from a target, a thrower should place two hands on the handle to
preventinjuries

A throwermay not proceed to the target until both throwers have completed their throw
and all axes have come to a complete stop

If at anytime, a participant orthrowerfeels that conditions have become unsafe, it must be
reported toa coach immediately

Participants MUST NOT touch the blade only the handle should be used. Posters will
displayed reiterating this to participants
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Section 2 - Equipmentand Field

All equipmentinthe Axe Throwing will be expected start of play, end of session, before and
after. Thiswill be loggedinan ‘Axe Throwing Inspection’ log book.

Axes- Axe conditions must be solid and unbroken without observable imperfections or
weaknesses.

Wooden Handles - No splinters or cracks. Handle issecurely seated in axe head and does not
wiggle ormove. Smoothtothe touch or taped. Steel Handles. No burrs orsharp edges. All
steel handles must be wrapped orencased in asoft material such as rubberor tape

Axes with fiberglass handles are not suitable for throwing, therefore are not permitted
Blade must not have any noticeable burrs or damage capable of injuring a participant while
throwingorhandlingthe axe

Axe must weigh noless than 1.5Ibs and no more than 3.5lbs

Axe lengthmustbe nolessthan 14 inchesand no more than 20 inches

Lane must be clear of all obstacles that could pose a dangerto other participants during play
Walls between lanes must be substantial enough to protect participantsin adjacent fields
during play from the directimpact of a thrown axe.

Separatorwalls must protrude noless that 8 feetfrom target

Construction -Each field of play must be a minimum of 20 feetin length, 10feetin height,
and 4 feetinwidth

Side Walls - Side walls shall be aminimum of 10 feet high

Side walls must be top tied into eitherthe facility or each otherwith a spacing of no more
than 8 between each brace.

Target Walls 1. Target walls should be aminimum of 1-3/4” thick wood (typ. 1-%” backer
board) coveringthe target wall to 9’ above floor. A minimum of 3/4” thick wood should
coverany area above 9’ for the remainder of the target wall.

Section 3 - Participants

Age -All participants must be overthe age of 18

All participants must complete awaiver

Strength -All participants must be able bodied enough to, without physical assistance, throw
an axe fromthe minimum 12ft mark and strike the target wall without the axe touching the
floorfirst.

Consent- All participants must have read, understood, and physically or digitally agreed that
they have a full understanding of the dangers of axe throwing, including dangers that are
created both by the participants and not, such as misuse of equipment or equipment failure.
Any consent and waiver presented to a participant must have been previously approved by
alocal legal expert.

Apparel - Close toed shoes are required to throw axes

Any excessively loose clothing that could obstruct a thrower’s movement or vision while
throwingan axe is not permitted.

Section 4 - Coaching

Any person that will be instructing participants in axe throwing must have completed the
axe throwing safety certification process priortoinstructing.

A staff member of an axe throwing facility that has not completed the certification process is
still considered a participantandis not eligible to instruct other participants
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A staff memberintraining may instruct throwers, buta coach mustbe present atall times.
Coaches mustinspectthe throwinglane and all equipment before allowing participants to
throw. See section 2 forinspection details

Coaches may stand no closerthat 2ft from a throwerand always stand behind and to the
side while coaching. Neverdirectly behind orin front.

Coaches may hand axes to participants within the lane but never by holding the blade.
Always pass an axe by holding higher onthe handle so the participant can grab the handle.
A throwershould neverbe active wherea coach cannot actively see the thrower
Coaches mustcommunicate the “Main Safety Rules” to all participants duringinstruction:
No throwinguntil approved by a Coach

ONE Axe ONE Lane - unless accompanied by a Coach

Do not hand an axe off. Always lay down and pick up.

All non throwers MUST stay behind the marked safety line

Nevertouch the blade - Use only the handle of the axe

Axes MUST be thrown by holding the handle inavertical orientation

Single rotations, forward facing throws only

Forward foot must be inside marked throwing range (12ft-16ft)

Reportany unsafe conditions oractivities to a coach or staff member IMMEDIATELY
Coaches must remain with the coachingarea to ensure throwers are maintaining proper
safetytechnique atall times.

e A coachingarea must be clearly marked atthe end of each lane

e Accidentstobe recordedinthe Accident Book

e L OO NOWLPEHWNE o

Section5 - First Aid

e Intheeventofan injuryduringparticipation, is the responsibility of the coach to assess the
situation and act accordingly.

If the participantis awake and talking, explain whoyou are and ask themiifitis ok for youto
help.

1. Always wearbody substance isolation equipment (e.g. latex gloves) when dealing with any
body fluids such as blood.

2. If the injury appears minortothe participant, provide access to first aid kiton premises.
3. If the participant perceives the need for basicoradvanced care beyond the capabilities of
the firstaid kit, call emergency services (999).

If the participantis notconscious appearsto have an altered level of consciousness, call
emergency services (999).

Everyfacility must have at least one easily accessibleand clearly marked first aid kit
Everyfirstaid kit must be inspected and resupplied no laterthan the first day of each month
and aftereach use.

Ifthereis everany doubtabouta firstaid situation, call emergency services (999)
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All participants must be over the 18 to enter the Battle Bar.
Waiver & Clothing Information

All players/participants must read and sign the waiver before taking part in axe throwing. All
Players/participants must have a wristband before being allowed to throw. Closed-toed
shoes are also required.

Axe Throwing & Axe Catching

At no point should an axe try to be caught. If an axe bounces back from a target, quickly step
backwards and to the side in your lane. Do not point or gesture with the axe. If any
mishandling of an Axe or horseplay will not be tolerated and will result in removal of the
participant from the activity.

Players Stay Safe in all Areas of Axe Throwing

The must be only one person in a lane at any one time. Participants must not enter the lane
until it is completely cleared. When entering a lane, step directly into your lane.
Players/participants must not wander into another players station. If you are not throwing,
you must remain behind the fenced/marked off area at all times. Any participants under the
influence of alcohol and drugs will be allowed to participate in Axe Throwing. The physical
and mental fitness of the participant will be assessed at the entrance of the Battle Bar as
well as by the member off staff working on the Axe throwing department.

Just one Axe at a time

In each lane only one axe is thrown ata time. Whether the axe sticks or not, retrieve the axe
that is thrown before starting another turn. Staff monitoring the lanes must ensure lanes
aren’t entered mid throw.

Axes out the fence/lane

The axe SHOULD NOT be removed from the throwing area. All axes remain in the fenced
area atall times.

Keep Off the Fence
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Players/Participants must not touch or grab the fence, either in the spectator area, or
especially when picking/retrieving the axe off the ground.

Axe Handling

Players/Participants must be made aware that handing off an axe might take your hand off!!
Do not hand another player/participant an axe especially on another lane. When done
throwing, replace your axe inthe wood block and exit the area safely following signs. The
axe should be placed in the wooden block provide and exit the area accordingly. The next
player can then select their own axe when entering. The next player/participant should not
be allowed in the area until current player has left the area completely.

No Food or Drink

The Battle Bar will have designated areas for food and drinks. Please use them accordingly
before beginning the axe throwing. No food/drinks, especially alcohol should be consumed
or brough into the lanes.

See lt, Say It

Players/Participants must let us know if they need the board replaced. Also, advise staff
onsite if there is any damage to the axe, board or lane. At the Battle Bar we want our
customers to have the best experience possible, and want to provide the equipment and
environment to do so.
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AXE THROWING SAFETY INFORMATION -Axe throwingis an activity thatinvolves physical exertion.
All participants must be over the age of 18.

The activity you are about to participate in has potential high risks due to handling objects that could

cause potential harmif not used correctly. Any participants believed to be intoxicated will not be
allowedto take part in Axe Throwing.

In consideration of participatinginthe activity of Axe Throwing, | represent that | understand the
nature of thisactivity and that | am qualified, in good health, andin proper physical condition to
participate inthe activity of Axe Throwing.

| acknowledge thatif | believethe activity of Axe Throwing at the Battle Bar conditions are unsafe, |
willimmediately discontinue participationin the activity. | fully understand that this activity involves
high risk of bodily injury which may be caused by my own actions, or inactions, those of others
participatinginthe activity, the conditionsin which the activity takes place and thatthere may be
otherrisks eithernotknownto me or not readily foreseeable at thistime:and | fully acceptand

assume all such risks and all responsibility forlosses, costs, and damages lincur as a result of my
own participation.

The Battle Bar does not accept any liability unless due to our negligence.

To minimise risk please:

e All Jewellery and piercings that may be seen as a hazard must be removed

¢ Alllong hairmust be tide back before enteringthe lane and remain tide back atall times

¢ Bringany medication needed to the activity foryour own safety. Thismust be declared below.
¢ Closedtoe footwear must be worn at all times when participatingin Axe Throwing

¢ Suitable clothing must be warn at all times

e Participant must declare of any Mental Health Conditions which may affect their ability of
activities within the Battle Bar

ePlease give details of any heath conditions and medication, if unsure please consult your doctor for
approval to participate.

| acknowledge that | have been provided with safety rules and advice of the Companyinrelationto

the activitiesand that| have read and fully understand the above and accept the terms of
participation freely and voluntarily without any inducement prior to signing/submitting this form.

You are personally responsible foryour own well-being.
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| confirmthat the participant has read and will abide by all the information provided on this waiver
and that the medical information provided regarding him/her is true to the best of my knowledge.

Printed Name of Participant

Signature of Participant

Phonet: Date Signed:
Date of Birth:

E-mail:

Home Address
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Battle Bar

Dispersal Policy

1. PURPOSE

This policyisdesigned to provide guidance forthe management and employees and set out the
termsfor the dispersal of customers from the premises safely.

The purpose of this policyisto setout the reasonable steps the premises will undertake to
prevent unnecessary avoidable disturbance to residents, services and other businesses
operatinginthe vicinity of the premises.

Itisthe stated intention of the premisesto operate inamannerwhich causesthe minimum
impactfrom noise nuisance and anti-social behaviour from our customers to neighbours and
othermembers of the public.

To thisend all relevant staff will be trained in this policy and otherappropriate skills to achieve
an orderly and safe dispersal fromthe premises.

All staff are compelled by their contract of employment to comply with and actively implement
thisdispersal policy; where theirjob role includes these responsibilities. Itis the responsibility of
the Designated Premises Supervisorto ensure that this policy is enforced at the premises and to
regularly update the policy to meet the requirements of the business

1. LOCAL CO-OPERATION

The premises will work in co-operation, where appropriate, with other premisesinthe areato
ensure thatlocal policies are co-ordinated.

The premises will, where practicable, work in partnership with Responsible Authorities through
to share information and best practice.

2. DISPERSAL

Dispersal shall take place through the front door(s) of the premises onto Esplanade. All
conditions relatingto dispersal included inthe Premises licence will be enforced and relevant
staff will be trained in these conditions, as wellas the terminal hours and operating hours
outlined on the premises licence.

Opening Times
Monday 11am-12am
Tuesday 1lam-12am
Wednesday 1lam-12am
Thursday 11am-12am
Friday 1lam-lam
Saturday 1lam-lam
Sunday 11am-12am
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Allocation of staffin the last 30 minutes priorto closing will be reviewed, to ensure thatthe
collecting of glasses and the clearing of other waste is prioritised; this provides amessage to
customers thatthe premisesisinthe process of closingand encourages themto finish theirdrinks
and prepare for departure.

A suitable member of staff ora Door Supervisor will be visible at each publicentrance / exitto
control the dispersal, to remind people to leave quietly and to prevent patrons from re -entering the
premises.

Action Points:

e Ringa bell at the end of the eveningto encourage patrons to disperse gradually and to leave the
are quietly.

¢ Ensure adequate signage is available at each exit asking people toleave quietly and not to
congregate outside orinthe local area; direct patrons attention to these signs as they leave.

* Remove drinks and glass vessels from patrons as they leave to ensure no glass leave the premises.

3. DOOR SUPERVISORS

Door Supervisors Licensed by the Security Industry Authority will be employed by the
premises based uponthe risk assessment carried outin relation to the following factors:

¢ Size of the venue

¢ Expected attendance

* Type of eventtaking place

e Location of the premises

e Time of year

e Special occasion (New Year, Halloween, Local Festivals etc.)
* Premises Licence Conditions

Door Supervisors will be tasked with:

Management of the Queue to Enterthe Premises. Where aqueue forms they will monitor
to ensure the behaviour of those queuingis conducive with the entry policy.

Any person who appearsto be drunk or intoxicated will, where possible, be removed from
the queue priorto them reaching the front.

While monitoringthe queue the Door Supervisor should remove alcohol from anyone
consuming alcohol while queuing orif they are unwilling to give up theiralcohol remove

them from the queue and advise them they willbe refused entry as a result.

An appropriate member of staff should also ask people to have theirIDready to show at the
door.
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Door Supervisors must seek to control the noise from any person queuing outside the
premisesinordertoreduce the potential for noise to disturb people livingand workingin
the local community. Thisis achieved by politely reminding customers that anyone not
complying withthe request will be refused entry to the premises.

Dispersal fromthe Premises. Duringthe ‘soft closure’ period and once the premisesis
closed, the Door Supervisors shall assist with the dispersal of customers from the area. The
purpose of an effectivedispersal isto ensure that patronsleave the area quickly, quietly and
inan orderly manner. Ensuring the customers leave safely inthe correct direction.

The most effectiveapproach todispersalis to be friendly and helpful, understanding that
one of the effects of alcohol is toinhibit the effective decision-making ability. What may
seem obvious and logical to a sober person, may seem confusingand complicatedtoa
person who has consumed alcohol.

People loitering may be doing so because they are unable to make a decision or easily access
the information they require; often they willdisperse when they are given this information.
Many patrons will move onif they can be helpedto achieve one of the following outcomes:

e Howtogethome?
e Wheretheycan go next?
e Wheretheycan getsome food?

Staff trained to approach customersinthe correct way to obtain the above information.

By providingthisinformationitcan encourage themtoleave the immediate area more quickly. Just
because someone arrived using one form of transport, do assume that transport optionis still
available tothem orthat they can rememberimmediately how they arrived. Give them options, and
offerassistance:

Call a local taxi— Agreements will be set up with local taxi companies to frequent the taxi
rank directly outside the Battle bar.

Provide information on local bus - Door Supervisors to have local bus times and routes to
hand

Help to locate theirfriends

Call someone forthem

¢ Door Supervisors will be easily identifiable. The law requires Door Supervisors to display their SIA
Licence, howeverthe use of a clear uniform or high visibilityjacket will provide greater awareness of
theirpresence.

Action Points: Door Supervisors can expediate the dispersal of customers with theiractions both at
closingtime and throughoutthe night by:

Controllingthe level of intoxication of customers throughout the night and acting
appropriately when people becomeintoxicated. Anyone who becomes too intoxicated to be
served atthe bar, shall be removed from the premises and notallowed tore-enteratany
pointthe same night.
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e Encourage customersto leave gradually viathe appropriate exits at the end of the night; try
and avoid large numbers of customers all leaving at the same time.

e Provideinformation about the transport options from the premises. Taxi Card/Bus
times/timetable/Map Route to town

e Remove drinks and glasses and bottlesfromthose leaving the premises

e Remind people whoare leavingto do so quietly and direct theirattention to the signs
displayed

e Askcustomersnotto assemble orloiteroutside the premises once they have left; politely
reminding people who do not comply that they may be refused entrance in the future if they
fail to disperse

4. SIGNAGE & LIGHTING

The followingsigns will be displayed at the premises:
e Signs highlighting the Entry Requirement of the Premises
e Signsrequesting customers to Leave Quietly and Respect the Neighbours

e Signstoinform customers that drinks may notleave the premises atany time. These signs are
to be displayed prominently at every publicentrance and exit from the premises.

[ ABSOLUTELY] o

NO NOTICE
ALCOHOLIC PL\/E/?{S;ENK-EEK\E)?EJJ!]ET
BEVERAGES THESE PREMISES

TO AVOID

BEYOND DISTURBING THE

LOCAL RESIDENTS

THIS POINT THANK YOU

(Internal) —The premises willturn on the House Lights 30 minutes priorto closingtime;the time
by which every customer must have left the premises; this coincides with the closing time of the
bar. Turningthe house lightsonisa clear indication to customers thatthe premisesisin the
process of closingand generally encourages customerto leave gradually over the following 30
minutes (oftenreferred to as a ‘drinking up time’). Thereis a distinct advantage to customers
leaving of theirown free will as they are much more likely to leave and disperse, thenif they are
askedto do so.

Lighting (External) —External lighting should be sufficient for customerstoleave the premises
safely. Providing sufficient lightingin the external areas of the premises will encourage
customerstoleave; customers may be slowertoleaveifitis brighterinside than outside.
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External lighting will be regularly reviewed to ensure itis nota cause of nuisance to neighbours.
Both internal and external lighting will be regularly reviewed to ensure it does notimpede the
effectiveness of CCTV.

TRANSPORT

In orderto facilitate the dispersal of customers fromthe premises, customers willbe provided
withinformation on the various means of transport availablefrom the premises:

Taxi & Taxi Ranks— The premises shall display the number(s) of alocal taxi company and the
location of any taxi rank located in the proximity of the premises. The local taxi company whose
numbers are displayed will be contacted to advise them of the location of the premises and
informed of the appropriate collection point; they will be asked not to sound theirhorns on
arrival. Where a taxi has been called fora customer, those persons will be asked to wait just
outside the exitdoors.

For organised events, guests will be advised to pre-book taxis and advise the taxi company of the

correct pick-up location along with instructions on how to minimise disturbanceto local

residents.

e Local & NightBus Services —https://bustimes.org/services/15-airyhall-craigiebuckler-sea-

beach-circular

e Local Taxi companies—

Aberdeen Taxis

Aberdeen Tiger Taxis

Q

3.1 (198) - Taxi service 1.0 (1) - Taxi service
Aberdeen ® Q Aberdeen DIRECTIONS
01224 200200 WEBSITE  DIRECTIONS 07788 802363
< "When in Aberdeen we always
use Aberdeen Taxis." Aberdeen Taxis

No reviews - Taxi service ® o
TP Taxis Aberdeen - In Colin's Tyres WEBSITE  DIRECTIONS
5.0 (4) - Taxi service ® ® 01224 200200
Elgin WEBSITE  DIRECTIONS
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Once customers have finished smoking they should be directed backinsidethe premises to reduce
the noise generated outside the premises. The smoking areawillbe closed 30 minutes afterclosing
time of the bar to smoke in a designated area whilst waiting fortransport.

The closing of the smoking areaat thistime will aid dispersaland prevent confusion between those
inthe smokingareaandthose leaving the premises. It will also mean thatanyone wishing to smoke
must leave the premisesand nore-entryis permitted afterthis time. This also allows supervisors to
keep control of customers ‘where abouts’

BOTTLES, GLASSES & LITTER

The premises will maintain the areaimmediately to the front of the premises clear of bottles, glasses
and litter by regularly sendinga member of staff tothe areatop clearthese items.

No glasses, bottles orotherdrinks are permitted toleave the premises anditisthe responsibility of
the Door Supervisorto ensure thisruleis enforced. Thisincludes preventing such items being taken
intothe smoking areaor away fromthe premisesatthe end of the night

Effective house-keeping of this nature reduces the chances of glasses and bottles breaking or
causing potential accidents. Consideration should also be given that such litter causes a nuisance to
neighbours and while much of this may not originate from the premises an effort should be made to
clearsuch litterasis reasonable by way of being a good neighbour.

* Place signs atthe exits reminding customers that drinks may not be removed from the premises or
be takeninto the smokingarea

CONTROLLING CUSTOMERS & PREVENTING LOITERING

There are a numberof solutions already described earlierin the policy on strategies which will help
move people away from the premises and disperse them. However addition consideration can be
giventothe following:

e Makingannouncements
e Lighting

e Notices and signage

» Staff allocation

¢ Thanking customers on the way out; this also encourages themtoreturn by ensuring theirfinal
interaction with staff is positive.

o Staff should be aware when leaving aftertheirshift, where background noise may nolonger
drown them out, staff can be a source of nuisance themselves.

¢ Consideration should be givento additionaltraining for key staff. Intoxicated customers may react
more positively to messages from staff otherthan Door Supervisors. People who are intoxicated are
instinctively adverse to authority figures, such as the police or door supervisors. While the Police and
Door Supervisors are trained to handle conflict, the vast majority of customerare notinvolvedin
conflictand for them a more positive outcome may be achieved by other staff providing them with
the messages and information they require.
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The following procedure covers:

Plan

e Responsibiities

Do
e General Information e Banning Customers
e Tips on diffusing volatile situations e Guidance on the legal position for
e Action Plan for dealing with violent incidents Managers
e Note
Measure

e Incident Reporting

Review

e Incident Analysis

Impact

e Results

Plan

General Managers Responsibilities

Toensure that staff have the knowledge and confidence to deal with aggressive customers.

Health and Safety Competent Person Responsibilities

Tocomplete a risk assessment on dealing with difficult customers and implement suitable control
measures.

Staff Responsibilities

Tofolow the information, instruction and training given in this procedure, try to avoid confrontation in
the first instance, and to be able to deal with a difficult situation should it escalate.

Copyright © 2019 Right Directions Ltd

Do

General Information

Staff may be at risk from a non-staff memberin a number of ways, e.g. verbal abuse, physical assault
or a robbery.

Right Directions
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It is the objective of The Battle Bar to ensure that staff members react to situations involving potential
violence in a manner which minimises the risk of injury. In particular staff members should adopt a “no
hero” approach in the event of instances such as robberies or fights between customers.

Following a risk assessment, a work instruction for staff members should be devised with appropriate
training including:

e Recognition of potential incidents and how to avoid violence and aggression

e Managing and calming volatie situations

e Tips to minimise the severity of incidents.
Following any incident of violence against staff members, wil discuss post support with the Human

Resources Department. This may include temporary relief from duty and in some instances
counseling.

Tips on diffusing volatile situations

Please refer to RD-Doc — Tips on diffusing volatile situations.

Action Plan for dealing with violent incidents

Refer to the Emergency Action Plan procedure for detail.

Violence to staff members is reportable under RIDDOR, refer to the Accidents, Incidents, Dangerous
Occurrences and Near Misses procedure.

Banning Customers

Staff are enabled to ask a customer to leave the faciity, if the customer wil not leave the facity, the
staff will call the police and inform them of threatening behaviour from a customer.

If a member of staff feels that a customer should be excluded from the facility, they must refer the
request to the Manager to deal with.

Guidance on the legal postion for Managers

The General Manager is the lawful occupier of the company’s faciities. A General Manger acting on
behalf of The Battle Bar is also regarded as the lawful occupier.

This gives the Manager, the right to exclude from the premises anyone you do not wish to admit.
Needless to say any exclusion should be dealt with in the most tactful and reasonable way possible.

Once admitted you have the right to ask people to leave if this is considered appropriate. You should
obviously do this in the most tactful and reasonable way possible but you are not obliged to give any
reason.

When asking people to leave you should avoid any physical handing of the person.

In accordance with The Battle Bar “no hero” policy any physical handing should only be used as a very
last resort and to prevent an already dangerous situation becoming worse.

If someone refuses your reasonable request to keave the premises you should contact the Police. By
contacting them you are preventing a potential breach of the peace and the Police should respond to
your request.

Copyright © 2019 Right Directions Ltd
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Note

Managers may pass onto other local managers of faciities managed by The Battle Bar details of an
individual they do not wish to accept as a customer.

An exemption from General Data Protection Regulations (GDPR) should not routinely be relied upon or
applied in a blanket fashion. You must consider each exemption on a case-by-case basis. In line with
the accountability principle, you should justify and document your reasons for an exemption so you can
demonstrate your compliance.

Measure

Incident Reporting

Staff who experience a difficult or aggressive customer must report it to their Line Manager or General
Manager and it must be recorded on an incident report form. If there were withesses, they must
complete a witness notes form. Staff must complete their Personal Notes relating to the incident.

Review

Incident Analysis

Management wil review the incident report forms quarterly and complete an analysis. Any trends wil
be discussed at Management staff meetings and any risk assessments reviewed, training delivered or
control measures put in place.

Impact

A well trained team will reduce the severity of difficult situations or diffuse them completely.

Associated Forms:

e Accident, Incident, Dangerous Occurrences and Near Misses - Incident Report Form
e Accident, Incident, Dangerous Occurrences and Near Misses - Witness Notes

e Accident, Incident, Dangerous Occurrences and Near Misses — Personal Notes

e Continuous Improvement - Accident Trend Analysis.

Associated RD-Docs:

e RD-Doc Tips on diffusing volatile situations.

Copyright © 2019 Right Directions Ltd

Right Directions
N | A Page3 of 4



Right Directions
 /
QUALITY W/,
MANAGEMENT |

Dealing with Difficult Customers | 2.XX

DraftIssue 1

1 None - First Issue

<Insert
Date>

Review
Due Date

<Insert
Date>

Action By

Train designated staff and incorporate the
procedure into QMS.
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Emergency Action Plan
Personal Threats (Violence to Staff)

e Inthe eventof a personal threat, the Staff Member must:
o Keep calm and do not argue
Keep reactions and hand movements to a minimum
Summon assistance if possible
Comply with any demands, make it clear you wil co-operate
Keep a clear distance between yourself and the assailant
Try to stand side on to the assailant
Provide opportunities for the assailant to back down without losing face
Recognise if the situation is worsening and attempt to slowly back away
Try to remember as much as possible about the assailant.
e The staff member must not:
o Be hostile, aggressive or patronising
o Takeabuse personaly
o Lose their temper
o Not take any personal risks.
e The Duty Manager must be alerted immediately after the assailant has left and contact the
Police
e The staff member who is the victim must:
Be taken out of the customer’s view straight away
Be offered immediate support, it may be necessary to send the Staff Member home
First aid treatment may need to be administered
The staff member must not be left alone
It is important to listen to the victim and not to ask any questions until the arrival of
the police.
e Formal counseling for the staff member may be necessary
The Duty Manager must complete an Incident Report Form.
Violence to staff is reportable to the Health and Safety Executive under RIDDOR if injury is
caused

O OO O O O O O

O O O O O

Disorderly Behaviour

e Any behaviour, which is likely to cause a nuisance oris dangerous to other customers, shall
be stopped immediately

e Customers must be spoken to in an assertive manner indicating reasons why the behaviour
is inappropriate:
If the behaviour persists, further warnings must be given
Arguments must be avoided

e If the warnings have no effect, or if the behaviour becomes serious, the Duty Manager must
be called to assess the situation and ask the offender to leave, if deemed necessary
Continuation of the offence could lead to the Duty Manager calling the Police
The Duty Manager must complete an Incident Report Form

e Violence to staff is reportable to the Health and Safety Executive under RIDDOR ff injury is
caused
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Mental Health Procedure

Traits to look for in a participant

e Participant looking/showing signs of being sad (crying, body posture)

e Confused thinking or reduced ability to concentrate during the briefing
e Excessive behaviour showing fear or nerves — excessive sweating

e Extreme mood changes from high to low within a short space of time
e Withdrawal from friends, activities or crowds of people

e Significanttiredness, low energy or problems sleeping

e Erratic behaviour and showing signs of being distressed

e Panicattacks - Signs of a participants breathing becoming heavy

Staff will have been through enhanced training for mental health to then take the
appropriate steps to manage the situation with a participant dealing with mental health
struggles.

Training available Online;

- Mental Health Awareness
- Mental Health Awareness for Management
- Resilience Training

If a member of staffis concerned and believe the environment has become unsafe for the
participant they must follow the Action Plan below;

Action Plan

- Remove object from the Participant in a calm manor (How to approach the customer
will be highlighted to staff within their training)

- Set them aside with no distractions avoiding loud or big groups of people

- Inacalm, friendly manor a member of staff must remove participant to seated, quiet
and private area - Staff must avoid confrontation at all times

- Let the participant share as little or as much information as they want (keep the
environment calmas possible)

- Member of staff must keep questions open ended to ensure the participant doesn’t feel
pressured/stressed as this could escalate the situation

- Incident report to be completed with participant to cover the events

- Areas to be covered with the participants on how they wish to move forward i.e. exit
the premises, continue play.
(within the staff training it will cover whether they are deemed ‘mentally and physically
fit enough’ to continue the activity)

- If the participant doesn’t wish to continue the said activity the staff member dealing
with participant must take the appropriate measures to ensure the participant is
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escorted off site safety (Refer to the dispersal policy on the steps taken to ensure
customers are removed from site safely)

Staff will receive regular training and update log books to ensure they are able to deal with
all scenarios surrounding mental health and to ensure a safe environment for all
participants.
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Policy to Assess Sobriety

Before entering the Battle Bar/Premises all customers will be assessed for sobriety from
either alcohol or drugs. The purpose of this is to protect staff, other customers and the
premises as a whole.

Refusing entry

A licence holder has the legal right to refuse entry to whom he/she chooses, provided the
refusal is not on grounds of sex, race, disability, gender, sexual orientation and religion or
belief. A “public house” is not a “public place” and a member of the public cannot insist on
being there. Being refused actual entry to premises is a simple extension of the right of
refusal to serve. A door supervisor is acting on behalf of, or under instructions from, the
licence holder and therefore can exercise the right of refusal on the licence holder’s behalf.
No reason need be given. A drunken person must always be refused entry

How to monitor signs of physical impairment;

Various indicators would alarm staff such as staggering, slurred speech or loss of control
with movement. Staff will complete Customer Service training so they have a wide
understanding on how to deal with a customer in such event. Customers that appear
intoxicated will be refused entry of the Battle Bar.

Within the ‘Difficult Customer’ procedure it advises the steps Shift Managers & Staff should
take to resolve the situation effectively if a customer believes to be intoxicated.

Staff to complete online training and re-visited yearly to ensure they have full knowledge on
how to assess intoxicated situations.

How to assess?

- Use a breathalyser to identify whether the customer is heavily under the influence of
alcohol before entering the premises.

- Door Supervisors to have permissions to do searches for drugs on customers. Signs
stating this is a measure that could be taken at the entrance

Door Supervisors will have SIA licenses. All Door supervisors will have completed
the appropriate training so they will know what to look for in a customer believed to
be intoxicated.

Steps to take on how to handle customer conflict

- Validate Your Customer
- Avoid Arguing

- Be Assertive

- Focus on a solution
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Staff onsite

Staff to complete appropriate training which will advise the process to take when to stop
serving customers if they are believed to be intoxicated. This is done on face value opinion
with on shift manager. This can then be reviewed/investigated if believed to be correct or
incorrect decision.

Intoxication Marshall

An intoxication Marshall has a proactive roll in monitoring the intoxication of customers
inside and outside the premises.

Responsibilities;

* To identify customers or potential customers who are intoxicated

* To identify the level of intoxication the customer or potential customer is at
» To take care of the customer, who is intoxicated

* To have knowledge of ABVs and Alcohol units

» To assist a customer getting home

* To communicate with management and/or door staff at all times

» To write a brief statement of the night to give to the manager at the end of the night

Measures taken to ensure the Battle Bar is a safe environment

e Ensure that all staff (including your door staff) are trained to look for the signs of
intoxication
or evidence of preloading
Refuse entry to anyone who is or appears to be drunk
Making sure staff have knowledge of ABVs and Alcohol units. Staff will have
knowledge of all the drinks for sale on the premises, particularly the most popular

e Be vigilant with customers buying on behalf of drunken people. It is an offence for a
customer to buy alcohol on behalf of someone who is already drunk

e Ensure all promotions are responsible and do not encourage drunkenness. We will
consider the Government’s sensible drinking guidelines. Promotions should not
encourage speed drinking or condone or encourage excessive or irresponsible
drinking

o We will keep track of social media relating to your premises. Customer may
unwittingly have become known as a place where it is acceptable to be drunk.
Customers may have become an enforcement target for the police and local
licensing teams

Page 34



Dealing With Difficult Customers - Tips on
RD-Doc

Diffusing Volatile Situations

Relevant Legislation

¢ None relevant

QUALITY W
MANAGEMENT

Copyright © 2019 Right Directions Ltd

General Information

The actions of staff members can diffuse a volatile situation and may prevent an assault on you or your
colleagues.

If there is a threat of violence, the following tips may be of use:
DON'T

e Be hostile, aggressive or patronising

e Take abuse personally, often the anger is directed at the organisation
e Enter into an argument, back off!

e Lose your temper

DO

e Keep calm

e Keep reactions and hand movements to @ minimum

e Summon assistance if possible

e Consider your position and give yourself room to escape

e Try and prevent the agitator ‘playing to the audience’ but without isolating yourself

e Give the agitator space, keep your distance

e Try to stand side on to the agitator as standing square on makes you a bigger target

e Be aware of your vulnerability, when working alone or in remote areas - always plan how you
can escape or raise the alarm

e Observe if the agitator appears to be under the influence of drugs or alcohol
e Reassure the agitator even if they do not appear to listen

e Provide opportunities for the agitator to back down without losing face by providing options and
asking for suggestions or solutions

e Recognise if the situation is becoming out of control

e Consider moving the situation into the sight line of a CCTV camera.
This RD-Doc MUST be read in conjunction with the following organisation
documentation:

e Customer Feedback procedure e Emergency Action Plan

MAKE SURE YOU HAVE DEALING WITH DIFFICULT CUSTOMERS COVERED!!
For more info and templates on dealing with difficult customers, email us at info@rightdirections.co.uk

or give us a call for a chat on 01582 840 098

Right Directions | & 01582840 0

& info@rightdirections.co.uk
Quality Support in Safe Hands Date: July 2019 | Page 1 of 1 & www.rightdirections.co.uk
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Safety Briefings |

The folowing procedure covers:

Pre Axe Throwing Safety Brief
Safety Briefing Introduction
Preparing for the briefing
Safety Briefing Understanding

Copyright © 2018 Right Directions Ltd

Pre Axe-Throwing Safety Brief

- All Participants must listen to a ful demonstration from a enhanced trained member off staff

prior to taking part

- Closed-toed shoes are required to throw. No loose clothing, hoodies, or brimmed hats. High

heels are prohibited (boots are OK)

- Al Jewelery seen as potential hazard should be removed before entering Axe Throwing

- Participants must remove clothing that could potentialy obstruct their throw
- Folow ALL of the experts directions
- Neverenter the throwing area without permission from an expert.

- Nevercross the throwing line until the expert approves

- Neverthrow until you are behind the throwing line and given instruction to do so

- Neverleave the throwing lane with an axe
- No food or beverages in the Axe Throwing area
- No roughhousing or horseply.

- Our insurance prohibits all guests from bringing their own axe

- Participants mustlisten to the member of staff at all times and following all rules

- Participant must throw forwards at all times

Safety Briefing Introduction

The Battle Bar recognises that the Safety Briefing is a key aspect in ensuring users are aware of

potential hazards, and to act responsibly at all times when in the facilty.
All users must view a safety briefing prior to being let onto the activity.
Preparing for the briefing

The briefing may be repeated more than once for each session.
Safety Briefing Understanding

Right Directions
-]
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M oo Safety Briefings |

HEALTH
AND SAFETY

After the Safety Briefing the Staff are responsible for delivering the briefing wil ask questions to ensure
that they have understood each aspect of the safety briefing and also to allow any questions to be
asked of them prior to entering the activity.

Customers must be asked if they understood the information. Anyone unsure must be offered another
safety briefing.

Copyright © 2018 Right Directions Ltd

Action Required:

v' Ensure that Scripts area available from the briefing

v' Ensure that members of staff are trained in this procedure as part of the health and safety
induction training for all staff members and a refresher training programmeis in place, the
training must be recorded on the members of staff’s Individual Training Record.

Associated Forms:

e Individual Training record

e Copies of the Safety Briefing script
Associated Risk Assessments:

e Arcade

e Crazy Pool

e Seating Area

e Shuffle Board

e Electronic Darts
e Beer Pong

e Axe Throwing

Training on this procedure is required for the following staff:
Updates of procedure:

Description of

Revision Issue Y —

Action By

Right Directions
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Safety Briefings |

HEALTH
AND SAFETY
Train designated staff and
2 1 None - First Issue May 2021 | incorporate the procedure into
QMS.
Date of Next Update:

This procedure is reviewed every two years or updated as and when necessary, the next review is

January 2023.

Copyright © 2018 Right Directions Ltd
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