[bookmark: _GoBack]



EMPLOYEE HANDBOOK
A Template for Salon & Spa Owners


Provided as a free resource by Spa/Salon Manager
Innovative Business Computer Solutions, Inc.



	Before you use this document
This is a customizable starting point, not a finished policy manual. Replace every bracketed placeholder — like [Your Spa Name] — with your own information.
Have an employment attorney licensed in your state review this handbook — especially the Equal Employment Opportunity, At-Will Employment, Sick Day, and Tips & Gratuities sections — before you distribute it to staff. Employment law varies by state and locality and changes over time; nothing here is legal advice.
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[bookmark: _Toc238461930]Welcome
Welcome to [Your Spa Name]!
We're glad you've joined our team.
This handbook outlines our policies, procedures, and expectations so you have a clear picture of what it means to work here. We built this business on teamwork and continuous learning — as techniques, products, and client expectations evolve, we're committed to growing and training together so we can keep delivering great service.
Please read this handbook carefully, ask questions if anything is unclear, and keep it as a reference as you settle into your role.
[bookmark: _Toc238461931]Equal Employment Opportunity & Workplace Conduct
[Your Spa Name] is committed to providing a workplace free from discrimination and harassment. We do not discriminate on the basis of race, color, religion, sex, national origin, age, disability, genetic information, or any other status protected by federal, state, or local law, in hiring, promotion, discipline, compensation, or any other term or condition of employment.
We do not tolerate harassment of any kind — including sexual harassment — by anyone: managers, coworkers, clients, or vendors. If you experience or witness conduct that violates this policy, report it to [Manager Name / HR Contact] immediately. Reports are taken seriously and investigated promptly. We prohibit retaliation against anyone who reports a concern in good faith.
Note: Discrimination and harassment laws vary by state and locality — have this section reviewed by an employment attorney before adopting it.
[bookmark: _Toc238461932]At-Will Employment
Employment at [Your Spa Name] is at-will, meaning either you or the spa may end the employment relationship at any time, with or without cause or notice, except as otherwise required by law. Nothing in this handbook creates a contract of employment or a promise of continued employment.
Note: A few states have specific wording requirements for at-will disclaimers — confirm this language fits your state.
[bookmark: _Toc238461933]Professionalism
[bookmark: _Toc238461934]Code of Professionalism
As a spa professional, your ability to listen and communicate — with clients and teammates alike — is one of your most valuable skills. Professionalism is a balance of education, honesty, talent, and good judgment.
[bookmark: _Toc238461935]Guidelines to Professionalism
Listen closely to your client — it's the hardest skill to master, and the most valuable.
Give every client your full attention and the time their service requires.
Avoid gossip about clients or coworkers.
Support your teammates' expertise — we succeed as a team.
Use professional language at all times.
[bookmark: _Toc238461936]Communication
[bookmark: _Toc238461937]Communication with Clients
Clear communication with a client reduces stress for everyone involved. When you fully understand what a client wants, mistakes and misunderstandings disappear. Good communication builds trust — a client who feels heard and comfortable is far more likely to return and refer others than one who was rushed through, even if the service itself was well done.
[bookmark: _Toc238461938]General Communication Skills
Maintain eye contact — it shows you're present and paying attention.
Listen fully before responding — let people finish their thought without interrupting.
Lead the conversation with questions that keep things moving in a useful direction.
Give feedback so the other person knows you understood them, and can correct any misunderstanding.
[bookmark: _Toc238461939]Dealing with a Difficult Client
An unhappy client can affect our reputation far more than a satisfied one helps it — so it's always worth the extra effort to resolve a problem before they leave. Stay calm, professional, and warm, even if a client is frustrated or short with you; de-escalating the moment matters more than being right.
If there's a personality clash between you and a client, focus on staying courteous rather than matching their tone.
[bookmark: _Toc238461940]Scheduling Appointments
When you schedule an appointment, the impression you make can determine whether a client books with us again. New and repeat appointments keep our business running — never make a client feel like a bother. Make them feel welcome, and stay pleasant and professional throughout the call.
[bookmark: _Toc238461941]Scheduling Appointments by Phone
Remember, the client can't see you — smile with your voice.
Answer professionally: "Good morning/afternoon, thank you for calling [Your Spa Name], this is [your name] — how can I help you?"
Ask for the client's name early, and use it as you schedule.
Ask clear, specific questions to get what you need — this isn't the time for a full consultation.
Repeat the appointment's date, time, and service back to confirm.
Let the client hang up first.
Use professional language throughout.
[bookmark: _Toc238461942]Information Needed in the Appointment Book
Client's full name
Daytime phone number
Service(s) scheduled
[bookmark: _Toc238461943]Client Consultation
Ask about the client's goals for the service, and anything they've liked or disliked about past visits.
Note any allergies, sensitivities, or health conditions relevant to the service (skin conditions, pregnancy, recent procedures, medications, etc.) in their client file.
Set realistic expectations — if a request isn't possible in one visit, explain why and offer an alternative.
Record consultation notes in the client's file so the next visit — with you or a teammate — starts from the same information.
[bookmark: _Toc238461944]Pricing
Quote prices clearly before beginning a service, including any add-ons the client requests.
Do not offer a discount, comp a service, or change a listed price without a manager's approval.
If a client asks about a price they saw elsewhere (a coupon, an old price, a competitor), let them know politely and refer pricing questions you can't answer to a manager.
Prices are subject to change — check the current price list rather than relying on memory.
[bookmark: _Toc238461945]Refunds and Credits
If a client remains unhappy with a service despite your best efforts, management will decide whether a refund, credit, or corrective service is appropriate. Services should not be re-done or comped free of charge without management's approval.
[bookmark: _Toc238461946]Tips & Gratuities
[Add your spa's actual tip policy here — for example, whether tips are pooled or kept individually, how tips on card payments are recorded and paid out, and how this affects hourly or commission pay.]
Note: Tip pooling, tip credits against minimum wage, and payout timing are heavily regulated and vary by state — write this section specifically for your business and confirm it complies with your state's wage and hour laws.
[bookmark: _Toc238461947]Job Descriptions
[bookmark: _Toc238461948]Coordinator / Receptionist
As the spa's coordinator, you're likely the most important point of contact a client has with us — you make the first and last impression of every visit, and you're in the best position to hear client feedback firsthand.
[bookmark: _Toc238461949]Service Duties
Schedule appointments.
Prepare the next day's schedule.
Enter client service information into the system at the end of each day.
Confirm upcoming appointments with clients.
Direct available staff to towel-folding, stocking, or other tasks as needed.
Set up new clients' files and add them to the mailing list.
Manage traffic flow through the spa.
[bookmark: _Toc238461950]Bookkeeping Duties
Complete daily close-out procedures.
Process end-of-shift card transactions.
Keep adequate cash on hand in the drawer.
Help the manager track and reorder supplies.
Assist with or lead staff meetings when needed.
[bookmark: _Toc238461951]Daily Cleaning Duties
Maintain and clean spa equipment.
Clean and sanitize treatment tables and tools.
Handle laundry.
Keep the break area (coffee station, etc.) clean.
Complete other daily clean-up tasks as assigned.
[bookmark: _Toc238461952]Assistant Training
New assistants complete a training period before working independently with clients.
You'll shadow an experienced team member for [X] shifts/weeks before taking your own clients.
Your trainer will walk you through our service standards, sanitation procedures, and client communication expectations.
You'll be signed off once you've demonstrated each core skill on the training checklist.
Ask questions throughout — it's expected, not a sign you're behind.
[bookmark: _Toc238461953]Attendance & Time Off
[bookmark: _Toc238461954]Sick Day Policy
If you're too sick to work a scheduled shift, call [manager / phone number] as early as possible — ideally before the spa opens — so we can adjust the schedule and notify affected clients.
[Add your policy on paid vs. unpaid sick time, any state or local paid-sick-leave requirements, and documentation needed for extended absences.]
Note: Many states and cities require paid sick leave with specific accrual and notice rules — confirm your policy meets local requirements.
[bookmark: _Toc238461955]Vacation
We provide one week of paid vacation (five working days) after one year of continuous employment, plus one additional day for each additional year of continuous employment. Vacation accrues from your hire date each calendar year. Vacation pay is calculated on your average daily earnings from the preceding calendar year (ending December 31).
[bookmark: _Toc238461956]Holidays
[Your Spa Name] observes the following holidays: [list your holidays — e.g., New Year's Day, Memorial Day, Independence Day, Labor Day, Thanksgiving Day, Christmas Day].
[bookmark: _Toc238461957]Work Schedule
Example hours below — replace with your spa's actual hours.
Monday 9:00–7:00 · Tuesday 9:00–6:00 · Wednesday 9:00–5:00 · Thursday 9:00–7:00 · Friday 9:00–6:00 · Saturday 9:00–4:00 · Sunday Closed
Take a 30-minute lunch break when your schedule allows. Clock in and out using [your timekeeping system] — your hours are recorded automatically.
[bookmark: _Toc238461958]Work Attendance
If you're unable to come to work, contact us as soon as possible.
Schedule doctor's appointments on your days off when you can.
Call ahead if you'll be late — clients don't like to wait, and it helps us adjust. Plan to arrive at least 15 minutes before your first scheduled appointment.
[bookmark: _Toc238461959]Appearance & Professional Presentation
Since we represent a professional spa environment, your appearance should reflect that.
Follow our dress code: [list what's appropriate for your spa — e.g., no sleeveless tops or jeans, closed-toe or well-maintained open-toe shoes, clean sneakers]
Hair and grooming should be neat and professional.
If you're unsure whether something fits our dress code, check with a manager.
Note: We removed the original mandatory-makeup requirement. Appearance standards should be neutral and applied consistently regardless of gender to avoid discrimination claims — add any requirement back only after legal review.
[bookmark: _Toc238461960]Personal Devices & Phone Calls
Keep personal calls and texting to urgent or emergency matters during work hours.
Don't step away from a client to take a personal call — a teammate can take a message. Clients should always feel like the most important person in the room.
[Add any policy on personal cell phone use, charging stations, or storage during shifts.]
[bookmark: _Toc238461961]Client Data Privacy & Confidentiality
As a Spa/Salon Manager customer, your business stores client contact information, appointment history, and payment records. Protecting that information is part of the job.
Never share client information (contact details, service history, payment info) outside of normal business use.
Don't access client records out of curiosity — only look up what you need to do your job.
Report a lost device, suspected data breach, or unauthorized access to a manager immediately.
Don't share your login or password with coworkers.
[bookmark: _Toc238461962]Social Media & Online Conduct
You're welcome to share your work on social media, but don't post client photos, names, or details without their explicit permission.
Keep online reviews and comments about clients, coworkers, or the spa professional — treat it as a public extension of the workplace.
[Add any spa-specific social media guidelines, e.g., who manages official accounts.]
[bookmark: _Toc238461963]Health and Safety
Know where the fire extinguisher is located; ask a manager if you're unsure how to use it.
In an emergency, call 911.
Report any injury — to a staff member or a client — to a manager immediately.
Follow proper sanitation procedures for all tools and equipment between clients.
Animals aren't permitted in the spa, with the exception of service animals.
[bookmark: _Toc238461964]Welcome to the Team
We're glad to have you, and we look forward to a long, successful partnership.
