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MISSION OF THE FRONT DESK: To support and 

grow the salon business and the service 

provider’s business by offering opportunities to 

the client. 
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GREETING 
 

1. Always be the first to speak, greet the client within 10 seconds, 

make eye contact and smile.  Many of our clients feel intimidated 

walking into the salon, so please be welcoming, but get straight to 

the point. 

"Welcome to J Salon and Phil’s Barber Shop, my name is ______ how may I 

assist you?" 

 

2. If the client does not provide their name, confirm who they are, the 

Stylist/Colorist's name and appointment time.  From the Check-in 

Check-out screen, double click their name.  This will move the 

appointment to the Check Out screen located on the bottom half 

of the screen.  Their appointment will now be grey in the 

appointment screen which tells everyone looking at the 

appointment screen that this client has checked in.  Please pay 

attention to each client so you will remember who they are and 

where they need to go.  It is not enough to just check them in.  

Care about each client. 

"May I have your name please? You will be seeing (C/S) today, correct?  

How are you today?" 

 

3. Please pay attention to whether the client is new, If so an asterisk (*) 

will appear in front of their name in the appointment block on the 

appointment screen.  Please make sure these clients feel 

comfortable by clearly communicating to them what they need to 

do. 

"I see this is your first time at J Salon.  It is our pleasure to have you here 

with us today!" 

 

4. Retail sales are a crucial part of our business.  Therefore, we only 

carry the finest products for our clients to select from.  Encourage 

clients to have a look at the products we offer at the beginning of 

their experience with us. 

"Feel free to shop around. (S/C will be with you shortly." 

 

5. After the client has browsed the "product store" and found their way 

to the lounge, approach them and offer them something from our 

beverage service. 

"Have you had a moment to look at our complimentary beverage menu?  

Can I bring some coffee or iced tea?" 
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SPECIAL 

CIRCUMSTANCES 
 

If a client is 7 minutes late, it is the responsibility of 

the Front Desk Coordinator to: 
 

1. Call the client immediately. 

"Hello, this is ______ from J Salon calling regarding your appointment 

scheduled for (time) today.  We wanted to see if you were on your 

way.  Hopefully we'll see you soon." 

 

 If a client is more than 15 minutes late, it is the 

responsibility of the Front Desk Coordinator to: 
1. Check the (S/C) schedule to see if we can still service the client. 

 

2. Do not show any type of frustration or anger towards the client 

because of their tardiness.  The client already knows they are late.  

It is never permissible to be negative towards the client in any way. 

 

3. Work the schedule so that the client is still able to receive the 

services that they were scheduled to receive.  If the appointment is 

unable to be accommodated by the original service provider, 

provides options: another stylist/colorist, another day, or at a later 

time that same day, whatever the case may be.  This is can be a 

touchy situation that needs to be felt out and addressed smoothly.  

Use you best judgment while being respectful and caring. 

"Because your appointment was scheduled for 10am and it is now 10:30, 

we can accommodate your (services)... 

 ...with (available S/C) 

 ...at 1pm today 

 ...on another day this week.  How is Thursday at 10am?" 

 

4. Get the help of a senior coordinator or manager if you need help 

working out the situation. 

 

Obviously, we want to accommodate every client we can.  Please be 

sensitive to each scenario with one thing in mind:  How can I best help this 
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client?  When handling a challenging situation, please do as much as you 

can backstage so the client isn't left feeling passed around or 

burdensome.  Act with a sense of urgency. 

 

If a client is early, it is the responsibility of the Front 

Desk Coordinator to: 
1. Communicate to the client that their appointment is at ____ time. 

2. Encourage them to shop our products store and assure them that 

the (S/C) will be with them as soon as possible. 

3. Offer them a beverage once they have seated themselves in the 

lounge. 

 

Please pay attention to the amount of time a client has been waiting.  

Since we are very aware how important time is to everyone, make sure 

that the client's services can be started at the earliest available time. 

 

If a client's name does not appear in the 

appointment screen: 
1. Do not panic!  If the appointment can be accommodated, book it 

immediately. 

2. Check the appointment book to see if the appointment is 

scheduled later in the day, on another day or with another (S/C).  

To check for upcoming appointments, look up the client's profile by 

clicking on the file drawer icon, then click on the "All Opens Aps" 

button.  Any future appointments will appear here. 

3. NEVER, EVER TELL THE CLIENT RIGHT OFF THAT THEY ARE NOT ON THE 

SCHEDULE.  This could be a computer error or our mistake.  Our 

ultimate goal is to provide an exceptional experience, whether 

planned or not. 

4. If the appointment absolutely cannot be accommodated, let the 

client know.  Be understanding, caring and as helpful as possible.  

Re-schedule the appointment and apologize for the 

inconvenience.  
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SCHEDULING AN 

APPOINTMENT 
 

1. "J Salon, this is (coordinator)." 

 

Client responds 

 

Always smile when you answer the phone.  Clients can distinguish a 

difference.  Don't rush the greeting.  Speak clearly and calmly with each 

caller, even if it's busy. 

 

2. "What service would you like to schedule?" 

 

Client responds 

 

3. "Is there a specific S/C you would like to see?" 

If the caller only specifies one service, recommend other services as well. 

"Would you like to schedule a haircut with your color?" 

"Would you like to schedule a treatment cut?" 

 

Client responds 

 

4. If color, ask "Will that be base color or highlights?" If highlights, "Full 

highlights or Partial?" 

 

Client responds 

 

5. "Is there a particular day you prefer? Do you prefer mornings or 

afternoons?" 

If the S/C has multiple openings, never list them, for example, 9, 9:30, 10, 

10:30, 11, etc.  Never indicate if the S/C is widely available.  Offer the 

earliest, the latest, and somewhere in the middle select the best time and 

date for the client. 

 

When strategically scheduling appointments, always try to schedule the 

first appointment of the day first, the last appointment of the day, and 

then fill in from there.  This will help us ensure that the first appointment of 

the day does not go empty and we do not book appointments past salon 

hours to "fit them in".  Then we have a good starting point to fill in 

appointments in middle with as little unscheduled blocks as possible. 
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6. Confirm the client's name and phone number (confirm spelling as 

well).  Use as little of the client's name as possible to avoid creating 

multiple profiles.  When looking up a client, remember: Less is more 

and more is less.  The more letters of a client's name you enter, the 

less results you will have, conversely if you only enter a few letters, 

you will get more matches to sort through.  If we have more than 

one client with the same first and last name, use the middle initial 

box to help distinguish who is who. "Will this be your first visit with us? 

I'll need to get some information from you."  Complete the client's 

profile with a phone number, and email address.  "We confirm our 

appointments via email.  Can I get an email address that I can send 

your appointment confirmation to?" 

 

7. Confirm the appointment.  After scheduling the appointment, read 

back the date, time, service, and S/C.  "(Client's name), we look 

forward to seeing you for your (service) on (month, day, and time) 

with (S/P)."  It is important that you repeat each detail from the 

screen to prevent scheduling errors. 

 

Client responds 

 

8. "It was my pleasure.  May I assist you with anything else today?" 

 

9. "Thank you for calling J Salon." 
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DISTRIBUTION OF 

NON-REQUESTS 
 

Using the salon software, we manually sort the order in which to select 

stylists and colorists based on their pre-booking percent results from the 

previous month.  Individuals with the highest pre-booking percentage will 

appear first on your appointment screen from left to right. 

 

When scheduling non-request clients, ALWAYS book the service providers 

from left to right on our screen.  This ensures the stylists and colorists who 

are best at pre-booking their clients to get the first shot at new clients. 

 

Be sure to always let the client know the level of the stylist you are 

scheduling them with.  "I have an available appointment with (S/C); 

he/she is a senior stylist, top stylist, etc."  If after giving them the S/C's level 

they are for a price. 

 

We update the booking order monthly.  Top performers in pre-booking 

clients will have the advantage of being at the top of the list for new 

clients.  Conversely, bottom performers will have the disadvantage of 

being last choice for new clients for the entire month.  This is to ensure that 

we are placing our new clients with S/C that are more likely to care for 

them and retain them. 
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BUSINESS-BUILDING 

CALLS 

APPOINTMENT CONFIRMATIONS: 

 

We do confirmation calls the day before a client's appointment.  These 

calls are important because of pre-booking and they will help to eliminate 

no-shows. 

 

Creating a Call List 

1. From the SalonBiz menu bar, click on the Communications icon 

(Envelope). 

2. In the View List drop down menu, select Confirmation Calls. 

3. From the calendar select a day or date range of appointments to 

confirm. 

4. In the Filter by drop down menu, select Not Confirmed.  You may 

choose to sort your call list by confirmation status. 

 

Confirmation 

1. Select by either double clicking on the appointment you wish to 

confirm from the list or highlight it by clicking once and then click on 

the View It button. 

2. From the Appointment Confirmation screen you have all of the 

necessary information you need to confirm the customer's 

appointment. 

3. In the Appointment Status drop down menu you can select the 

current status of the appointment. 

4. Once a status other than Not Confirmed is selected the 

appointment will be removed from the Not Confirmed list. 

5. If you would like to see the confirmation status of all the 

appointments, simply select All in the Filter by drop down menu. 

6. Changing a confirmation status in this area will also update the 

status of the appointments on the appointments book. 

 

Leaving a message: 

 

"Hello (Client's name), this is ______ from J Salon calling to confirm your 

appointment with S/C on (day, month, and time).  If you need to change 

the appointment, please call us at 550-4441 as soon as possible.  

Otherwise, we look forward to seeing you then." 
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FIRST VISIT FOLLOW UPS 

 

First visit callbacks should be done the day following the client's 

appointment.  These calls can be done anytime that day.  Use the 

Communications Icon and select yesterday.  If a client has an issue 

beyond your control, let the client know you will notify a manager and 

that the manager will give them a return phone call.  Notify a manager 

ASAP. 

 

Creating a Call List 

1. From the SalonBiz menu bar, click on the Communications icon 

(Envelope). 

2. In the View List drop down menu, select New Cust Call Back.  

3. Highlight the client you want to call by click on their name from the 

list. 

4. Once you have called the client, click on the "called" button (red 

telephone). 

 

Speaking to the client: 

 

"Hello, this is ______ from J Salon, is (client) available?  I'm calling to follow-

up on the (service they had done) you had with us yesterday.  We wanted 

to be sure that everything was outstanding, and also ask if there was 

anything we may improve upon on your next visit with us? (Client's name) 

we would like to thank you again for choosing J Salon.  Have a wonderful 

day!" 

 

Leaving a message: 

 

"Hello this is ______ from J Salon, I'm calling to follow-up on the (service 

they had done) you had with us yesterday. I'm calling to be sure that 

everything was outstanding.  If you have any comments or concerns you 

want to share with us, please call us at 550-4441.  Or you can send us an 

email at info@jsalon.com.  I would like to take this time to thank you again 

for choosing J Salon and have a wonderful day!" 

 

SECOND CHANCE FOLLOW-UPS: 

 

Second chance follow-up calls should be done the day following the 

client's second chance service.  These calls can be done anytime that 

day.  If a client has an issue beyond your control, let the client know you 

will notify a manager and that the manager will give them a return phone 

call.  Notify a manager ASAP.  
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Speaking to the client: 

 

"Hello, this is _____ from J Salon.  I'm calling to follow up on the (service) 

you had adjusted with us yesterday.  We wanted to be sure everything 

was outstanding.  We would like to thank you again for choosing J Salon 

and have a wonderful day!" 

 

Leaving a message: 

 

"Hello, this message is for (client).  This is ______ from J Salon.  I'm calling to 

follow-up on a (service) you had adjusted with us yesterday.  I'm calling to 

be sure that everything was outstanding.  If you have a comment or 

concern you're interested in sharing with us or need to schedule any 

future appointments, please call us at 550-4441.  Or you may send us an 

email at info@jsalon.com.  I would like to take this time to thank you for 

choosing J Salon and have a wonderful day!" 

 

NO-SHOW FOLLOW-UPS 

 

After 7 minutes if a client does not show up for an appointment: 

 

Please call them immediately.  

 

Leaving a message: 

 

"This is ______ from J Salon, calling regarding the appointment you 

scheduled for (time) with (stylist(s)/colorist(s)).  Please give us a call at 

550-4441 to let us know if you are on your way, or to re-schedule your 

appointment for another time.  Thank you, we look forward to seeing you 

soon." 

 

Speaking to the client: 

 

"Hello, this is ______ from J Salon calling regarding the appointment we 

had scheduled for (time) with (stylist(s)/colorist(s))." 

 

Client responds... 

 

"It would be my pleasure to reschedule your appointment for a later time.  

(Stylist/colorist) has an appointment available at (time, day) would this 

time work for you?" 

 

Client responds... 

 

mailto:info@jsalon.com
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"We appreciate your business and look forward to seeing you at (time and 

date).  Thank you have a wonderful day!" 

 

Maintain a positive tone during the call.  It's important that the client does 

not feel we are accusing them.  Remember we could have made a 

mistake too.  Always have options ready to offer the client before you 

speak to them. 
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NON-APPOINTMENT 

CALLS 
 

CALLS TO STAFF 

Always take a message.  Tell the caller, "He/she is with a client right now.  

I'll be happy to take a message for him/her."  Only if the caller indicates 

that is an emergency to you put them through to the employee. 

 

CALLS TO MANAGEMENT 

Find out who's calling (first and last name), what it's regarding, and call 

extension 4990. 

 

If management answers, let them know who is calling and what it's 

regarding.  And transfer the call. 

 

If no one answer's, ask the client if they would like to be transferred to 

voicemail.  Blind transfer the call to 4990 and the caller will be able to 

leave a voicemail. 

 

4 STEP CHECKOUT 
 
The following are directions as to how you will check out clients at J Salon.  

Every client, every single time, even if there is a line and the phone is 

ringing off the hook will be checked out suing the 4 Step Checkout.  

Always remember, there is nobody more important than the person 

standing in front of you. 

 

1. How was your experience today? 

 
Hopefully if everyone did their job right, the client will tell you they had an 

awesome experience.  However, if a client communicates to you that 

they had a less than outstanding experience, you need to acknowledge 

but not resolve the issue for them. 

 

"Thank you so much for sharing that with me.  I'm going to take your name 

and number and I'll have ______ contact you." 
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2. Pre-book 

 
It is crucial that you secure their next appointment at this point.  Once the 

client has handed over payment, they have mentally checked out of the 

salon and it will be more difficult to get them to schedule.  A second 

benefit to pre-booking now is that the appointment will print out at the 

bottom of their receipt- eliminating the need to write a reminder card. 

 

"(Stylist/Colorist) requested that you schedule your next appointment in 4 

weeks to maintain your (service).  How is (day, month, time)?" 

 

3. Retail 

 
The #1 reason we lose a sale is because the client forgot.  It is not the 

client's responsibility to remind you that he/she wants to buy product. 

 

"May I show you the products that (stylist/colorist) has selected for you?" 

 

"Did you have any questions about the products (stylist/colorist) chose for 

you?" 

 

4. Money 

 
Money is always last.  Be quick, be accurate and thank the client with 

sincerity.  Speak clearly and with confidence.  Do not wince or hesitate 

when communicating a large transaction total.  The client knows what 

they are spending and we cannot assume that the amount is "too high" 

based on your personal spending habits. 

 

Just because you cannot see yourself spending $600 on your hair, does 

not mean it's not worth it to someone else.  Always be thankful and 

appreciative of every client's business.  No matter how large or small their 

bill is.  
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QUIZ 1 
 

1. What beverages do we offer? 

 

a.      e. 

b.      f. 

c.      g. 

d. 

 

2. When greeting a client, it is important that you make eye contact 

and ______________________. 

 

3. If a client is ______ minutes late, the front desk coordinator needs to 

call the client to see if they are on their way. 

 

4. If a client is ______ minutes late or more, the front desk coordinator 

needs to call the client to see if they are on their way. 

 

 

5. How are clients that do not request a specific service provider 

distributed? 

 

 

 

6. How often is the distribution of non-request clients updated? 

 

 a. Weekly 

 b. Monthly 

 c. Every 2 months 

 

7. What must you do when someone asks to speak to an employee? 

 

 

8. What must you do when someone calls for management? 

 

 

9. What is the 4 Step Checkout? 

 

   1. 

   2. 

   3. 

   4. 



14 

 

BOOKING 

INFORMATION 

 
WAIT LIST 

 

When a client calls, and is unable to get the exact appointment they 

requested, ALWAYS put them on our waiting list. 

 

1. From the SalonBiz menu bar, click on the Appointment Book icon. 

2. Click on the Wait List button. 

3. Type in the first and last name of the client that would like to be 

placed on the wait list. 

4. Once the Search for Customer screen appears, select a customer by 

double clicking on their name or highlight their name and click the 

Select Button. 

5. Selection Criteria: Enter Staff (Note: If the client is not requesting a 

specific service requested only).  Enter the service the client is 

requesting. 

6. Time Range: Enter a specific time range or select a pre-set time 

range from the drop down menu.  Enter the date range. 

7. Type in any additional notes needed in the Note field. 

8. Click the Add to Wait List button. 

9. The Waiting List screen will appear for your review. 

10. Click the Return to Previous Screen button. 

 

Be sure enter all pertinent information- especially if they have an 

appointment scheduled already.  Always look at the entry and ask 

yourself is someone who has no idea what this request is will 

understand exactly what the client wants by reading what is here. 

 

STRATEGIC SCHEDULING 

 

Our stylists and colorists depend on us to ensure we schedule their 

book properly, and we greatly affect their livelihood.  When booking 

appointments ALWAYS take your time to ensure efficiency.  Make sure 

one appointment is directly booked back up to the previous or 

following appointment.  This will allow us to accommodate as many 

clients on the book as possible. 

 



15 

 

When booking a color service and a cut service ALWAYS be aware of 

the processing time.  Delete the finishing time on the color 

appointment because the finish will occur after the haircut, and the 

finish time is allowed for in the haircut. 

 

If you need to "squeeze" someone in, always check with the service 

provider or management first. 

 

When a client asks for a price quote on color, simply tell them, "A 

(service) starts at (starting price) however, I am unable to quote a price 

on color due to the many variables such and length, texture, porosity, 

but you are welcome to come in and have a complimentary color 

consultation with one of our colorists who will be able to give you a 

price quote after analyzing your hair. 

 

CANCELLATION POLICY 
 
Appointments at J Salon must be secured with a credit card at the 

time of reservation.  We require 24 hours notice for a cancellation or an 

appointment reschedule.  A cancellation fee equal to the full amount 

of the services scheduled will be charged to your credit card for 

missed appointments, cancellation and reschedules without a 

minimum of 24 hours notice. 

 

RETURN POLICY 
 
When accompanied with an original receipt, unused and unopened 

products may be returned for a full refund in the same method as the 

original form of payment.  Used and opened products may not be 

returned or exchanged. 

 

PAYMENTS 
 
We accept Visa, Mastercard, American Express, and cash.  We do not 

accept checks.   
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REFERRAL PROGRAM 
 
When a client refers someone to the salon, they receive 20 Rewards 

Points.  Each point is equal to $1, and can be used to purchase 

services or retail products.  Reward Points are not transferable and do 

not expire.  

 

FREQUENTLY ASKED QUESTIONS 

 

Q: Can I give my points to my friend that has an appointment? 

 

A: J Salon Rewards Points are not transferable. 

 

Q: I referred my mom.  How come I didn't get credit for it? 

 

A: Rewards Points will only be rewarded if the person you referred to 

informs us that you referred them before they check out for the first 

time. 

 

Q: Can I use my points to leave gratuity for my stylist? 

 

A: Unfortunately, you cannot use Rewards Points towards gratuity.  You 

can however leave gratuity on a credit card, or cash. 

 

Q: Can I use my points to purchase a gift card? 

 

A: Rewards Points can be redeemed towards J Salon services and 

retail products, but may not be used towards the purchase of a gift 

card. 

 

Q: Do I have to use my points on my next visit or can I save them? 

 

A: You do not have to use your points if you chose not to. 

 

Q: How many points can I earn? 

 

A: There is no limit to the amount or Rewards Points you can 

accumulate. 

 

Q: Do I have to use my Rewards Points by a certain date? 
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A: Rewards points do not expire. 

 

Q: I referred 2 people in 2004, will I get credit for those referrals? 

 

A: Unfortunately, we are only able to award Loyalty Rewards Points to 

clients for referrals made from January 1, 2008 and after. 

 

Q: How do I know how many Loyalty Rewards Points I have earned? 

 

A: Our front desk coordinator can tell you how many points you have 

in your balance. Also, a balance of Rewards Points is shown on your 

receipt when you check out for your service. 

 

Q: I purchased shampoo using Rewards Points and I decided to return 

it, will I lose my Rewards Points? 

 

A: Yes, unfortunately your rewards are not able to be returned to your 

account once redeemed. 

 

Q: I referred my mom and sister, but I have not been to J Salon for a 

service, will I receive credit for those referrals? 

 

A: No, you must be enrolled in the J Salon Rewards Program to receive 

Rewards Points.  Clients are automatically enrolled after checking out 

for their first service. 
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OPENING CHECKLIST 
 

Front Desk Opening Procedures 

 

1. Prepare the travelers for the day 

 

2. Study the day's appointments: 

a. Identify special clients 

b. Identify opportunities  

c. Identify possible issues and find a solution 

3. Check Voicemail and return calls (It's important to do this first, in 

case there are any cancellations for the day, so we can 

manage them) 

4. Read emails- always reply to an email from Joe or Gary 

5. Manage Demandforce 

6. Open SalonBiz 

7. Manage the wait list 

8. Restock/Dust retail shelves 

9. Confirmation calls 
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CLOSING CHECKLIST 

Front Desk Closing Procedures 

1. Restock retail shelves 

2. Front Door Glass is cleaned 

3. Bags restocked 

4. Tip envelopes restocked 

5. Make sure we have pens 

6. Make sure desk is clean 

7. Change made for drawer (do not leave large bills in the drawer for 

the next person) 

8. Connection Time completed 

9.  Lounge area cleaned, magazines stacked neatly 

10. Manage DemandForce 

11.  Salon Indicators Report 

12.  Close out drawer 
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DOWNTIME TASKS 

The following tasks should be done throughout the day when there is 

downtime.  These tasks are not listed in any particular order, use your 

judgment to assess the needs of the day.  There is always something to 

do. 

1. Cut foil 

2. Restock and dust retail displays 

3. Organize charge drafts/media for closing 

4. Restock printer paper/tip envelopes 

5. Scan out color barcodes 

6. Tidy lounge area 

7. Go get tickets from stylists if client is nearing checkout 

8. Data maintenance 

1. Search for duplicate client profiles 

2. "Clean up" client profiles (put color formulas in the 

appropriate place, delete old obsolete notes) 

9. Practice/refresh less common procedures: 

1. Re-print a receipt & charge draft 

2. How to ring up a tip-only transaction 

3. How to do a return/exchange 
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4. How to check the balance of a giftcard 

5. How to sell/redeem a giftcard 

10.  Laundry* 

11. Sweep* 

12. Dishes* 

13. Inventory counts* 

*When there are 2 or more coordinators working, these tasks should be 

done.  
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QUIZ 2 
 
10. What do you need to adjust when booking a color and haircut 

appointment on the same day? ________________________________________ 

11. How can a client request an appointment online? 

 

12. How many hours’ notice do we require for an appointment 

cancellation or re-schedule? ___________ 

13. What is our return policy? 

 

 

14.  What forms of payment do we not accept? 

15. Clients that refer someone new to the salon receive ______ for each 

referral. 

16. Can a client give their referral points to a friend? 

17. Do referral points expire? 

18. Can someone that has never been to our salon earn points fir referring 

their friends? 

19.  Clients that enroll in our online concierge feature (DemandForce) will 

receive a confirmation email _______ day before their appointment. 


