RECEIVER JOB DESCRIPTION

OBJECTIVES

* Assists in the daily operations of the receiving area.

= Maintains positive working relaticnships.

» Provides outstanding customer service 1o each customer when on the selling floor.

RESPONSIBILITIES
1. Helps maximize store sales by delivering our customer service commitment.
2. Assists in maintaining recaiving area in accordance with company operational standards.

3. Assists in maintaining performance standards established to contral shrink and potential loss
to the Company,

4. Works as part of the total store team.
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4. Works as parl of the total store team.

Knows the basic store layout, general bookstore, Café and specially department
information, and is able o answer general customer questions about the entire store.

Answers the telephone courteously within 4 rings and identifies the store and him'herself.
Confributes a title recommendation monthly to Staff Recommends Program.

Knows monthly events calendar, and promotes in-store events 10 customers, where
applicable,

Participates in storewide meetings, and communicates questions, concems and
suggestions to Lead Receiver, Receiving Manager or Manager-on-Duty.

Commumnicates effectively with store management and fellow booksellers.

Assists with tolal store recovery and housekeeping duties as directed by the Manager-on-
Duty.

Participates in fraining using the Leaming Library, applying skills and knowledge.
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RECEIVING MANAGER JOB DESCRIPTION

{Hourly)

OBJECTIVES
= Fosters our bookselling culture.
= Achieves or exceeds all operational standards established for the department.

» Through his or her leadership and direction, offers support to pravide outstanding customer
SErvice.

RESPONSIBILITIES
1. Assists in the training and development of Receivers.

2. Coordinates the operational activities of the department in accordance with company
standards.

3. Contributes to achievement of finandgal goals established for the receiving area through
effective maintenance of receipts and returns.

4. Defivers and ensures Recenvers consistently deliver our customer senvice commitment.

2. Reinforces perfformance standards established to control shrink and potential loss to the
Company.
6. Mainlains effective communication with peers, store management and Receivers.

7. Fosters positive working relationships within the Receving Department and the store.
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- Maintains organization of off-site fixture’equipment storage facility.
» Communicates issues involving freight camiers to B&N Distribution.
+  Follows all company policies, proceduras, programs, and assignments.

3. Contributes to achievement of financial goals established for the receiving area through
effective maintenance of receipts and returns. Ensures the following standards:
* Receiving:
«  Accepts shipments and verifies box quantity and quality daily.
« Separates customer orders, frontlist, electronic shop and other priority boxes,
= Receives contents of boxes accurately within operational standards of performance.
- Sorts books properly in accordance with operational standards of performance.
* Documents carner and guanlity of all shipments.
*  Properly completes Shipment Receiving Log and submits log weekly to an Assistant
Store Manager.
= Inserts checkpoint tags in accordance with company standards as described in the
Operations Encyclopedia and applies price labels, when necassary,
» Receives refused returns and retums to proper vendor.
+  Reatums:
- Processes returns and damaged returns when you have accumulated a full box of
returns to the vendor or at least monthly.
Maintains proper disposal of stripped books.
Organizes non-relumable books for future markdowns.
Separates and returns strip covers regularly.
Maintains proper documentation of returns daily.
+ Housekeeping:
- Sweeps and dusts stockroom on a daily basis.
=  Maintains orderly oversiock.
= Keeps paperwork in a timely, orderly fashion in accordance with Operafions
Encyclopedia.
= Maintains proper levels of receiving supplies.
- Disposes of trash and cardboard, daily.

4. Delivers and ensures Receivers consistently deliver our cuslomer service commitment.

= Knows how to use reference tools for researching merchandise information and assists
wiath training this knowledge to staff.

* Practices and reinforces Moment of Truth with all staff.

« Actively promotes BEN Member Program program to customers and encourages
booksellers to do the same.

«  Knows best-selling, new release and, key backlist titles.

= Practices and reinforces with staff, answering of the phone within four rings and use of
company phone manner guidefines.

* Knows basic store layout, general bookslore/specialty department information and is able
o answer general customer questions about the entire store.
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STORE MANAGER JOB DESCRIPTION

Reports to: Distnct Manager

Direct Reports: Asszistant Store Manager(s)

Department Managers

Receiving Manager

Café Manager (if applicabie)

Community Relations manager (if applicable)

Key Relationships: Regional Loss Prevention Manager

Regional Café Trainer
Regional Community Relations Manager
Director of Human Resources

Job Description: Responsible for store operations and achieving all financial targets,

creating an employee centric environment where all Booksellers are
focused upon maximizing sales productivity and providing
outstanding service.

Major Prierities: Increase sales, instill sales culture, achisve store contribution plan,

achieve customer service target, upgrade the lalen and coach to
raise the management skill level of all direct reports to achieve
resulls, build B & N book culture, reduce shrink and develop an
effective, resulls-oriented, local community relations program.

RESPOMNSIBILITIES
Incraasa Salas

1.

2.
. Utilizes local ordering process to respond to customer requests, business trends, store and

Achieve all financial targets, including volume, store contribution, gross margin, payroll and
shrink.

Communicates, models and reinforces suggestive selling technigues.

local events, resulting in replenishment of stock as needed. Supports customer order
program by ensuring all booksellers offer the service and follow up to natify customers within
one day of receipt at the store.

. Communicates, reinforces and follows up to ensure accurate, thorough and timely execution

of Store Planner and bninside directives within specified time frames. Makes appropriate
decisions based upon slore layout and customer response.

Identifies opportunities to maximize the sales productivity of all end caps, tables and featured
fixtures through effective and compelling item presentation and theme oriented cross
merchandising opportunities.

. Reviews signs throughout the store and confirms they meet company standards. Ensure

that front windows reflect a compelling and current presentation of new release product
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3.
4.

. Monitors semi-annual due dates for all goal developmen!t discussions for appropriate levels

and review them within one week of the due date.

. Partners with Assistant Store Manager(s) and Depariment managers to take urgent and

timely action to address poor performing booksellers. Implement and follow PDP process.
Monitor progress and take timely action when consistent improvement is not achieved.

. Ensures that urgent action is taken with any bookseller demonstrating inappropriate behavior

of engaging in any action nol in compliance with company policy.
Works in partnership with DM on issues requiring serious disciplinany action.
Maintains complete and accurate personnel files, ensure complete confidentiality of records.

Customer Sarvice

1.

Handles all customers’ needs and concemns to the satisfaction of the customer, Sels,
communicates and maintains the standard that the Store Manager or Manager-on-Duty is
called before responding “no” to a customer.

Achieves Customer Shop target goal.
Ensures consistent demonstration of the 4 key serice competencies.

4. Ensures that a designated Manager-on-Duty is scheduled and present duning all hours the

store is open.

Establishes standards on offerng and effectively executing our special services for
customers, including gift wrapping, mailing, calling a local store, ordering or reserving a title.
Follows up on execution.

Monitors the follow up on all customer requests for response within two business days.

7. Communicates/consults with DM on all difficult customer service issues.

8. Ensures appropriate maintenance, safety and deanliness of all store facilities.

Community Relations

1.

Develops and executes an effective, results-oniented, local Community Relafions Program,
designed to maximize sales growth and increase customer traffic through community
involvermnent and outreach,

Focuses all community related activities on building productive relationships with local

schools, groups and authors and that any events reflect the needs and interest of the local
dlEd.

Partners with Regional Community Relations Director and supervises the efforts of
Community Relations Manager (if applicable) to identify opportunities, plan local evenls and
promotions that will generate sales and increase traffic, largeling schools and educators
within the local area,

Develop Community Relalions Annual Business Plan to be presented to and approved by
DM and RCRM.

Reviews calendar of events and all publicity materials prior to printing, confirming that it
reflects the needs of the community, is literary in nature, supports core events and meets
company standards,
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Control Shrink and Potential Loss to Company

1. Establishes and follows up on checkpoint system compliance standards with all booksellers,
including maintenance and weekly testing for proper operation.

2. Follows up on the accurate processing of all incoming receipts and outgoing returns,
including disposal of striped books and magazines.

3. Partners with Regional Loss Prevention Manager and DM on questions or concerms
regarding potential loss and develops an action plan as necessary.

4. Confirmns that all booksellers are trained on all cash handling standards, and updates weekly
on performance results.

5. Communicates all non-compliance issues identified during the gquarterly Loss Prevention
Checklist and the action plan to comect them with all booksallers.

6. Follows up in specialty business departments on potential loss identified in their specific
standards of operation.
Enzure Store Environment is Safe, Clean and Well Maintained

1. Reviews all interior and exterior lighting, immediately comecting any that are no in working
order.

2. Checks weekly to confirm all booksellers understand and adhere 1o all safety standards
associated with their job as well as the physical store, and that they immediately
communicate any safety hazards they observe.

3. Follows up on all regularly scheduled service projects, making sure they are completed on
fime and to standard.

4. Establishes daily walk through of store, emphasizing consistency in the neatness and
cleaniiness of the selling, non-selling and restroom areas.

3. Communicates with the landlord, Home Office Bepair and Maintenance Department
regarding needs.

&, Communicates and ensures Assistant Store Managen(s) and Department Managers
understand the Emergency Call Center guidelines and how to solve emergency situations.

7. Ensure that all managers have attended Manager-on-Duty training.
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T.

8.

Partners with RCRM (and CRM if applicable) to effectively execute all B & N national
programs and events, closely following all directives issued and guidelines provided by
Home Office.

Monitors expenses and ensures that they fall within the approved budget for community
relations events. Evaluates the effectiveness of all events and summarizes RO data.

Communicates inventory mix adjustment needs to DM in response to needs of community.

Communication

1.
2.

Communicates, models and reinforces Bames & Noble core values.

Updates bookseliers weekly regarding store and company information. Store goals and
resulls, best sallers, new releases, backlist titles and company news are reviewed at daily
shift meetings, on bulletin board, in newsletter or a communication log. Ensures information
is comemunicated as the shift changes throughout the day.

Places all Home Office and other important communications and other related publications
relative to bookselling in break room for review by the staff.

- Updates with store management leam at a weekly meeting to review store plans, goals and

aclual resuits, cumrent reports and any company wide updates.

. Establishes and maintains a work environment that is consistent with the core values and

company culture. Encourages the use of We Listen by both urgently resolving issues and
pramptly referming any issue in partnership with the bookseller than cannot be resobved at the
local store level,

. Actively listens to and addresses all bookseller questions, suggestions and concems in a

timely and appropriate manner.

Effectively and urgently communicates, verbally and in writing, opportunities, ideas and
concerns to DM and Home Office.

Management of Payroll and Conirol Expanses

1.

Completes and reviews the Monthly workload Planning forms on a quarterly basis to ensure
the: comect scheduling of hours.

- Analyzes sales trend and schedules payroll hours to achieve monthly budgeted SPH and

makes necessary adjustments to refiect actual sales.

. Uses company approved supplies and vendors, and orders as needad to minimize

exXpenses.

. Communicates and reinforces use of approved Vendor Chart for all maintenance needs and

repairs.

. Reviews P & L monthly, identifies line items that exceed plan, and partners with DM to

resalve.

. Monitors all in-store events and activities for compliance to budget.
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7. Shops competition monthly, communicating features, promotions, and all competitive price
information to District Manager immediately, and follows through as directed by DM or home
office.

8. Achieve EZN Membership store goals by actively promoting program with customers and
coaches booksellers to do the same. Actively maximizes all opportunities to Sign new
members and generate renewals of current RA members. Ensures RA marketing and
promotional materials are visible, in-stock and prominently displayed,

8. Rewiews all specialty departments, café, music, newsstand and gift for compliance to
standards of volume growth and performance.

10. Coordinales cross training efforts with all booksellers and leads by example, becoming
Café certified where appropriate.

11. Agsists specially business Department Managers with building and maintaining productive
working relationships with both Home Office and local vendors to effectively increase sales
and grow the business.

Recruitment and Succession Planning

1. Establishes ongoing sourcing, recruiting and hiring for all positions. Fills open positions with
qualified candidates, and in accordance with the wage plan guidelines within one month of
nolification of vacancy. Actively seeks to identify and recruit bench candidates in anticipation
of openings.

2. Identifies candidales for growth and promotion through ongeing communication with, and
observation of all bocksellers. Ensures there is an effective development plan for each high
potential bookseller to prepare for promotion.

3. Identifies opportunities to upgrade the caliber of management skills and leadership abilities of
each direct report.

4. Delegates job assignments that enable candidates to capitalize on strengths as well as build
on areas of development.

9. Keeps District Manager apprised of current and anticipated openings and the status of
internalfexternal candidates. Ensures that ready to be placed internal or extemal candidates
are considered for appropriate openings either within the store or throughout the area if no
Openings exist.

Development, Coaching and Performance Management

1. Utilizes all training and development resources to reinforce our bookselling culture; ie.
learning library, book loan program, MOD fraining, managemeant skills workshops.

2. Ensures thal all new hires are scheduled for orientation the first week of employment and
monitors effectiveness of raining. Personally conducts sections on introduction to the
company, We Listen program, equal opportunity and no discrimination/harassment palicies.

3. Communicates, models and reinforces B & N custormer service commitment and ensures
that the four key service competencies are communicated to all booksellers and that
department managers provide coaching as necessary lo achieve consistency in behaviors,

4. Follows up on the completion, presentation and goal setting for all reviews as per the
company universal review dates.

2 STORE Manacer JoR DESCRIPTION ALGLIST 2004



- Reinforces performance standards established to control shrink and potential loss to the
Company.

Immediately resolves discrepancies in inventory and partners with store management on
resolution.

Maintains security of receiving area in adherence to company policies.

Ensures that all Receivers understand and follow the non-negotiable loss prevention
standards designed to contral internal and extemnal shrink.

Ensures use of checkpoint stickers and maintains compliance with loss prevention
guideiines,

Supervises disposal of strips to ensure adherence to company policy.

Understands, communicates and enforces loss prevention guidelines with staff as oullined
in the Operations Encyciopedia.

Knows store emergency procedures.

. Maintains effective communication with peers, store management and Receivers.

Utilizes communication log to convey priarity issues to management staff.

Effectively communicates, verbally and in writing, ideas and concerns to the Assistant
Store Manager and Store Manager.

Encourages a We Lislen environment.

Immediately reports all personnel issues to Assistant Store Manager and Store Manager.
Updates Receivers on store policies and procedures through daily communication.
Actively participates in all storefmanagement meetings.

- Fosters positive working relationships within the Receiving Department and the store.

Encourages bookseller questions and comments and immediately reacts to them,
parinering with Assistant Store Manager and Store Manager when appropriata.

Provides an atmosphere of accessibility and promotes pasitive performance development
by utilizing Performance Development Plans and Goal Development Plans.,

Provides resources for achievement of objectives set.
Meels all follow up dates.

Devalops an environment of teamwork and cooperation through proactive interaction with
fellow Managers, Leads, Booksellers and Receivers.

Foliows up on tasks assigned to Receivers by informing Assistant Store Manager or Store
Manager of exemplary behavior whenever passible.

Farticipates in training using the Leaming Library, applying skills and knowledge.
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RECEIVING MANAGER STANDARDS OF PERFORMANCE

1,

Assists in the training and development of Receivers.

Creates a Daily Assignment Sheet for department and supervises execufion.

Tracks and verifies that all new Receivers assigned 1o depariment are trained within two
weeks of hire or azsignment.

Provides retraining to Receivers and notifies Assistant Store Manager and Store Manager
when refraining is necessary.

Partners with Assistant Store Manager or Store Manager on Receiver perdformance
issues.

Makes accessible to the staff all information and malerials necessary to achieve daily
performance objectives (i.e., Store Planner, Book Report, relevant bninside messages).

Coordinales the operational activities of the department in accordance with company
standards.

Receives, sorts and tags all shipments within operational standards of performance.
Maintains department to company standards, to include setup and organization.
Ensures proper backroom housekeeping, organization, shelving and maintenance.
Demonstirates proficiency in proper use of computer systems.

Ensures all Receivers understand and properly uiilize all computer systems.

Communicates with Store Services/POS Help Dﬁk on all softwarefhardware problems
relating to dﬂpartmeni

Sorts and prices all merchandise accurately and efficiently.

Adheres to strict-on-sale dates by ensuring product does not leave the backroom prior to
the date specified.

FProcesses corparate accounts and customer orders accurai‘ely.

Coordinales retums and sirips to ensure they are packed and shipped per company
guideiines, within the assigned fimelines.

Ensures accuracy on relumns by reviewing fill rates and recommending action to Assistant
Store Manager as needed.

Coordinates shipping of all customer mail-outs and ensures adherence to company
procedures.

Coordinates manifests and obtains approval from Assistant Store Manager.

Sends top copy of the accurately completed Shipment Recelving Log to Inventary Control
weekly via store mail.

Works with Community Relations Manager (if applicable) andior Store Manager to hold
books for signings and in-stare events.

Coordinates maintenance and ordering of department supplies.

Ensures maintenance of all shipping and receiving documentation and paperwork per
guidelines in the Operations Encyclopedia.

Supernvises magazine receipts to ensure they are displayed on the selling fioor the day of
delivery.

Ensures backstock is organized and labeled using operational guidelines.

Ensures proper storage of seasonat fidures and equipment.

Ensures movement to and from off-sile storage occurs to store timelines.
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RECEIVER STANDARDS OF PERFORMAMNCE

1. Helps maximize store sales by delivering our customer service commitmenl.

» Takes customer to cormect seclion, puts the hooks in the customer’s hand and suggests
related titles and authors.

«  Actively promotes BEN Member Frogram to customers when on the sales floor.
«  Maintains the Company's “getting to yes” policy and notifies Manager-on-Duty when
circumstances prevent assisting customers.

= Knows all steps in our customer order process, consistenthy offers 1o order titles not in
stock and promotes direct ship program.

= Understands shipping process and prepares for pick-ups.

« Utilizes book loan program, Book Report and New York Times Book Review to further
personal bookselling knowledge.

= Follows company dress code standards and wears an easily visible name tag to identify
rim/herself to customers.

2. Assists in maintaining receiving area in accordance with company operational standards.
= Assists with maintaining the organization, and housekeeping of the receiving area in
accordance with company standards. _
» Accepts shipments, verifies box quantity and records discrepancies on Shipment
Receiving Log daily.
+ Documents cammier and quantity of all shipments on the Shipment Receiving Log.

» Receives contents of boxes accurately and ensures that merchandise is moved to the
sales floor and customer order area within company standards.

« Adheres to strict-on-sale date guidelines.
= Organizes non-retumnable books for markdowns.
» Processes relums and damaged retums on a weekly basis.

= MNotifies Lead Receiver or Receiving Manager when bulk orders andior in-store event
orders amve.

3. Assists in maintaining performance standards established to control shrink and potential loss
to the Company.

- Reports intemal and external thefl 1o approprate Lead Receiver, Receiving Manager,
Manager-on-Duty or through the Loss Prevention Hotline.

- Responds to alarms using appropriate procedures, and reports any malfunctions to Lead
Receiver, Recaiving Manager or Manager-on-Duty,

»  Maintains accurate scanning and stock count entries on a consistent basis.

= Maintains accuracy and imeliness of all receiving documents.

= Maintains proper disposal of stripped books and secures strip covers in locked case until
returr.,

- Reports inventory errors to Lead Receiver or Receiving Manager.
*  Keeps receiving doors locked unless in use.
= Secures personal iterns in hisfher store locker.

2 Recener Joa DESCRIPTION AncsT 2004



Music SELLER JoB DESCR®TION ALGUST 2004



MusIiCc SELLER STANDARDS OF PERFORMANCE

1.

Helps maximize music sales by delivering our customer service commitment.

Acknowledges and greets customers.
Takes customer to correct section, puts the music product in the customer's hand and
suggests related titles and artists.

Actively promotes B&N Member Program program to customers on the sales floor and at
the cashwrap.

Maintains the Company's “getting to yes" policy and notifies Lead Music Seller, Music
Manager or Manager-on-Duty when circumstances prevent assisting customers.
Knows all music categories and locations within the department,

Understands all steps in our customer order process, consistently offers to order fitles not
in stock.

Actively listens to customer comments and suggestions of unfamiliar music in order to
bacome familiar with therm.

Knows bestselling, new release and key catalog titles.

Utilizes book loan program, Book Report and New York Times Book Review to further
personal book knowledge.

Helps customers courteously and quickly at the cashwrap and offers an exchange, where
applicable.

Follows company dress code standards and wears easily visible nametag to identify
himMherself 1o customers.

Assists in maintaining Music Department in accordance with company operational standards.

-

Maintains section for organization, alphabetization, shelving, tagging, housekeeping and
signing in accordance with the Visual Merchandising Encyclopedia, daily.

Assists with keeping all displays curment, organized and replenished in accordance with
the Visual Merchandise Encyclopedia.

Monitors stock levels and communicates with Lead Music Seller ar Music Manager to
maintain an in-stock level.

Lilizes electronic shortlist o recommend itemes of local interest and top performing
frontlist titles.

Utilizes the MUZE and RedDotNet machines and understands all aspects of their use.

Communicates ideas, opportuniies and challenges to Lead Music Seller or Music
Manager and Manager-On-Duty.

Executes receiving and shelving and assists with the processing of retums as assigned by
Lead Music Seller or Music Manager and in accordance with the Operations

Encyclopedia.
Completes daily activities as noted on Daily Assignment Sheet.
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. Monitors and reinforces loss prevention standards.

- Provides personal customer service and monitors that all Music Sellers are assisting
customers,

= Communicales potential loss prevention or shrink issues to Assistant Store Manager.
+ Ensures potential theft and high priced music merchandise is tagged and taped.

= Maintains Checkpoint and conducts monthly maintenance testing.

= Comrects receiving and returns documentation daily.

= Communicates loss prevention commitment to staff,

= Monitors that staff personal items are stored in lockers.

. Maintains effective communication with all levels of respective departments.

- Assists Store Manager with conducting store meeting to review Music Department issues
as nNecessary.

= Confributes to monthly calendar of events and store newsletter, when applicable.
* Makes entries to communication log, when appropriate.

- Communicates and provides continual feedback to Music Sellers and Assistant Store
Manager on sales increases, decreases, shrink and ranking.

« Follows-up with Alliance representative regarding customer orders and outstanding
onders

= Utilizes shortlist and provides monthly summary to Home Office.
*+ Shares ideas and discusses trends with Music Managers in the district.
+ Communicates with home office and Alliance to maintain appropriate stock levels.

. Fosters a positive environment within the Music Department and store.

* Encourages open lines of communication with Music Sellers, Booksellers and store
managerment.

* Lislens effectively to staff and immediately responds to Music Seller questions and
concems. Partners with Assistant Store Manager or Store Manager, when appropriate.

* Encourages development within the department and the Company.
- Assigns tasks to staff in a fair and consistent manner.

+  Immediately reports potential problem situations to Assistant Store Manager or Store
Manager.

+ Follows up on specific jobs well done by informing Assistant Store Manager or Store
Manager of exemplary behavior whenever possible.

- Develops Music Department in refation to the comimunity.
« Stays abreast of marketing trends and merchandises appropriately.
- Listens lo customer requests and ulilizes short list,

*  Works with Community Relations Manager (if applicable) and/or Store Manager to discuse
and assist in planning store events involving the music department on monthly basis.

* Identifies and promotes local artists.
* Keeps abreast of local music venues, stations and events through local paper(s).
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MusiCc MANAGER STANDARDS OF PERFORMANGE
1. Helps maximize sales by delivering and ensuring staff delivers our customer service
commitmment.
» Listens to customer comments and suggestions of unfamiliar music and becomes familiar
with them.
= Trains staff in proper procedures relating to shrink.
= Exemplifies "Moment of Truth® and assures entire staff does the same.

= Ensures that Music Sellers understand customer arder process and offer the service to
Cuslomers.

* Utilizes source books of music to assist in retrieving information.

= Allows for a variety of musical strengths within staff and solicits information.

= Samples a variety of listerung wall tiies on a monthly basis.

* Utilizes the MUZE and/or RedDotNet machines and understands all aspects of their use,
= Siays abreast of music reviews in papers, magazines and radio.

- Encourages employees to expand knowledge and appreciation of a variety of genres.

= Demonstrates well-rounded knowledge of music product.

= Actively promotes B&EN Member Program program to customers and encourages staff to
do the same. '

2. Assists in the training and development of Music Sellers.
* Assists with cullivating a potential pool of candidates by shopping competition,
considering current employees and word of mouth recommendations. Communicates
opponunities to the Assistant Store Manager or Store Manager.

* Foslers a team of Music Sellers who possess a diverse musical interest and expertise.

- Conducts new hire orientation including department and store layoul, customer service
standards, business eliquetie, available resources and cash handling procedures during
the first three days of start date.

= Reviews operational procedures with new hires including shipping/receiving process and
daily paperwork within first two weeks of start date.

« Reiterates individual store standards,

= Communicates training or retraining opportunities observed to the Assistant Store
Manager.

- Communicates Music Seller performance issues to the Store Manager.

3. Maintains our Music Department operational standards.
*  Monitors and communicates supply needs to Assistant Store Manager, monthly.
+ Communicates with Stare Manager through weekly meetings and monthly review.
* Achieves sales, payroll and goals weekly and monthiy.
* Files Music Monthly Summary to Home Office accurately and in a timely manner.

* Prepares Music Seller schedules according to departmental needs and submits to Store
Manager/Assistant Slore Manager two weeks in advance and monitors to achieve
depariment SPH goals.

= Follows-up on customer orders weekly.
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MAINTENANCE CLERK STANDARDS OF PERFORMANCE

1.

Helps maximize book sales by delivering our customer service commitment.

Acknowledges and greets customers.

Maintains the Company’s “getting to yes” policy and notifies Manager-on-Duty when
arcumstances prevent assisting customers.

Responds immediately io bookseller and customer concems.
Wears proper attire in accordance with company dress code standards.

Maintains cleanliness of interior and immediate exterior areas of the store.

Cleans all floor areas such as vacuuming, dusting, sweeping, mopping.

Refills holder of disposable items, such as soap, bathroom tissue, paper towels etc.
Polishes all bathroom fdures.

Wazshes all glass surfaces including mimors, front windows and doors and tiling.
Assists with moving fixtures and miscellaneous equipment.

Collects and properly disposes of refuse from receptacies throughout the store.
Sweeps sidewalks and remaoves snow and ice at entrances.,

Monitors custodial supply inventory and communicates supply needs to Assistant Store
Manager.

Recommends revisions for the purpose of improving the efficiency of operations and
SEIVICES.

Delivers housekeeping supplies to designated areas.

Cleans spills in all areas of the stare.

Replaces light bulbs and cleans light fixtures.

Assists in maintaining cleanliness of Café by removing trash, as required.

- Assisls in maintaining performance standards established to control shrink and potential loss

o the Company.

Provides personal customer service while on the selling floor.

Knows and follows loss prevention policies and procedures for protecting company
assels,

Reports intemal and external theft to appropnate Manager-on-Duty or through the Loss
Prevention Hotline.

Responds to alarms using appropriate procedures and reports any malfunctions to
Manager-on-Duty.

Secures personal items in histher store locker.

Reports breakage and potential dangerous situations to Manager-on-Duty,

- Works as part of the tolal store team.

Knows basic store layout, general bookstore and is able to answer general customer
questions aboul the entire store.

Assists with the total store recovery or housekeeping dulies as directed by the Manager-
on-Duty.

Contributes a title recommendation monthly to Staff Recommends Program.

Communicates effeclively with store management and fellow booksellers.
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LEAD RECEIVER STANDARDS OF PERFORMANCE

G

Delvers and encourages Receivers to deliver our customer service commitment.

Acknowledges and greets customers and sets the standard for Receivers to do the same.

Takes customer to correct section, puts the books in the customer's hand and suggests
refated titles and authors.

Maintains the Company's “getting to yes” policy and partners with Manager-on-Duty when
circumsiances prevent assisting customers.

Knows all steps in our customer order process, consistently offers to get titles not in stock
and promotes direct ship program.

Actively listens to customers to determine their needs and suggests related tifles or
authors.

Knows bestselling, new release, and key backlist tiles and recommends them lo
customers.

Utilizes book loan program, Book Report and New York Times Book Review to further
bookzelling personal knowledge.

Follows company dress code standards and wears an easily visible name tag to identify
him/herself to customers.

- Assists in maintaining the receiving area in accordance with company cperational standards.

Maintains the receiving area in accordance with company standards of performance for
organization, shelving and housekeeping, daily.

Accepts shipments, verifies box quantity and quality, and records discrepancies on
Shipment Receiving Log, daily.

Documents carrier and quantity of all shiprents on the Shipment Receiving Log.

Receives contents of boxes accurately and ensures that merchandise is moved to the
sales floor or customer order area in accordance with company standards.

Sorts orders, new releases and other priority merchandise accurately.

Adheres to and reinforces strict-on-sale date guidelines.

Processes retumns and damaged retumns in accordance with company standards,
Organizes non-returnable books for future markdowns and special sales.

Assists in the training and development of Receivers,

Serves as an on-the-job “mentor” to new Receivers and assists in conducting training on
operational procedures and standards,

Follows up with new Receivers to check understanding and compliance to all standards
tramned.

Communicates any training or retraining opportunities cheerved o the Receiving Manager
or Assistant Store Manager, assisting where appropriate.

Communicates deparimental assignments and current activities daily.
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Answers the telephone courteously within four rings and identifies the store and
himfherself.

Assists with tolal store recovery and housekeeping duties as directed by the Manager-on-
Diuty.

Participates in training using the Leamning Library, applying skills and knowledge.
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LEAD MusIC SELLER STANDARDS OF PERFORMANCE
1. Delivers and encourages Music Sellers to deliver our customer service commitment.

-

Acknowledges and greets customers and sets the standard for Music Seflers to do the
same.

Takes customer to correct section, puts product in customer's hand, suggesting related
tiles and artists,

Maintains the Company's “getting to yes” policy and partners with Music Manager or
Manager-on-Duty when circumstances prevent assisting customers.

Knows all steps in our customer order process, consistently offers to get titles not in stock
for customers.

Actively listens lo customer comments and suggestions of unfamiliar music in order to
become familiar with them.

Knows bestselling, new release and key backlist titles.
Knows all music categories and locations within the department.

Actively promotes B&N Member Program program to customers and encourages staff to
do the same.

Utilizes book loan program, Book Repart and New York Times Book Review to further
personal bookselling knowledge.

Helps customers courteously and quickly at the cashwrap counter and offers an exchange
where applicable.

Follows company dress code standards and wears an easily visible name tag to identify
him‘herself to customers.

- Assists in the training and development of Music Sellers using the Learning Library.

Serves as an on-the-job “mentor” to new Music Sellers and assists Music Manager in
conducting training on customer service, merchandizing and operational standards.

Foliows up with new Music Sellers to check understanding and compliance to all
standards trained.

Communicates any training or retraining opportunities observed to the Music Manager,
assisting where appropriate.

Communicates deparimental assignments and current activities daily.

. Contributes to achievement of financial goals established for the Music Department.

_EHEﬂ.ttes all receiving, shelving, and processing of returns in department to be completed
in accordance with the Cperations Enc ia.

ldentifies and removes non-productive stock in conjunciion with section maintenance
schedule.

Demonstrates and uses hand selling and suggestive salling techniques, suggesting
related titles or arlists.

Trains Music Sellers on how to use the shortlist, Utilizes shortlist to support in stock
position on local interest and top performing frontlist titles.

Utilizes the MUZE and RedDotMNet machines and understands all aspects of their use.
Communicates ideas, opportunities and challenges to Music Manager, weekly.
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. Works as part of the total store team.

Knows basic store layout, general bookstore and specialty depariment information, and is
able to answer general customer questions about the entire store.

Contributes to Staff Recommends Program and provides input on new titles in section at
weekly store meetings.

Knows monthly events calendar, and promotes in-slore avents to customers, whera
applicable.

Participates in storewide meetings, and communicates questions, concerns and
suggestions to Café harager as well as Manager-on-Duty.

Cross-trains in other cupartments, as necessary.

Communicales effectively with store management, booksellers and Home Office.

kKnows bestselling and new release titles and recommends them to customearns.

Answers the telephone within four rings, courtegusly identifying the store and him/herself,
Assists with lotal slore recovery and housekeeping duties as directed by the Manager-on-
Duaty.

Participates in {raining using the Leaming Library, applying skills and knowledge.
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LEAD CAFE SERVER STANDARDS OF PERFORMAMNCE

1.

Delivers and ensures Café Servers consistently deliver our customer service commitment.

- Acknowledges and greets customers, and sets the standard for Café Servers to do the
same.

= Maintains the Company’s “getting to yes™ policy and partners with Cafe Manager or
Manager-on-Duty when circumstances prévent assisting cuslomers.

- “lp sells" by suggesting a larger size on drnks and a food item with a beverage purchase.

-  Knows bestselling, new release, and key backlist titles and recommends them to
customers.

» Utilizes book loan program, Book Report and Mew York Times Book Review to further
personal knowledge of assigned section.

- Follows company dress code standards and wears an easily visible name tag to identify
him/herself o customers.

= Actively promotes BEN Member Program program to customers and encourages Café
Servers to do the same.

. Assists in the training and development of Café Servers, using the Leaming Library.

= Serves as an on-the-job *mentor” 1o new Calé Servers and assists Calé Manager in
conducting training on Six Key Standards, customer senvice, merchandising and
operational standards

= Helps train Café staff lo suggest larger size on drinks and a food item with a beverage
purchase.

» Follows up with new Café Servers to check understanding and compliance to all
standards trained.

= Communicates any training or relraining opportunities observed to the Café Manager,
assisling where appropriate.

= Communicates departmental assignments and current activities daily.

. Contributes to achievement of financial goals established for the Café.

= Builds sales by helping to maintain Café fiow of traffic so cuslomers pass by pastry
display case and impulse displays.

= Helps Café Manager build sales by providing samples to customers to introduce products
while mainlaining our freshness standards, (unless prohibited by local ordinance ).

- Helps Café Manager monitor controllable expenses by maintaining an adequate supply of
product and monitoring waste by completing DailyfWeekly Waste Log when requested.

» Communicates ideas, opportunities and challenges to Café Manager during weekly
update,
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