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1. INTRODUCTION 
 

Pembroke Dock Heritage Trust (PDHT) is the official body which manages the town’s 
Heritage Centre (hereby referred to as the ‘Museum’) in the restored Royal Dockyard 
Chapel opened by HM Queen Elizabeth II in 2014. The Museum is the culmination of a long 
and successful series of heritage initiatives which brought the military connections with the 
town and area into local, national and international focus. The Trust’s aim is to advance 
education for the benefit of the public through the establishment and maintenance of a 
museum pertaining to the history, heritage and culture of Pembroke Dock and the 
surrounding area.  
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The Trust’s Charitable Object, Statement of Purpose and Vision all hinge on the history and 
heritage of Pembroke Dock.  The Museum seeks to preserve and interpret this heritage, for 
its own sake, but also in doing so, for the benefit of the community and the wider area. 
 
Most of the Museum’s core activities are derived from the collections in one way or 
another, and the notion of having a collection that is held in trust for society is at the heart 
of the definition of the word ‘museum’. 

 
2. HOW WE INVOLVE VOLUNTEERS 
 

Our volunteers carry out and assist with a wide variety of tasks. Previous and current 
volunteers have assisted with the documentation and research of our collections, helped 
identify and label collections, assisted in the preparation and delivery of our Education and 
Outreach Programme, carried out basic data entry, maintenance and upkeep of the Centre 
as well as front of house, coffee shop, meet and greet roles and reception work. We are 
always looking for new ideas for volunteer roles and if you think you have a good idea which 
will allow you to use existing skills or develop new ones we would like to hear it.  
 

3. JOINING US 
 

All volunteers will follow the same recruitment process. When an individual wishes to 
volunteer they will be given an application form to complete. They will then be asked to 
attend an informal interview. If the interview is successful references will be taken up and 
once these have been received and are satisfactory the volunteer will be offered a start 
date. A Disclosure & Barring Service (DBS) may need to be carried out on the volunteer 
depending upon the volunteer role. Volunteers will be informed during the application 
stage if a DBS check is required.  

 
4. INDUCTION 

 
On your first day with us you will be welcomed to the Centre by one of the Trustees and 
will meet a fellow experienced volunteer who will act as your mentor for the induction 
process. Following this you will be invited to take part in a half day induction programme 
which will give you an overview of the procedures and the policies you will need to follow 
and give you the chance to meet other new volunteers. Your mentor will let you know the 
dates for the induction training.  

 
5. VOLUNTEER AGREEMENT  
 

This Volunteer Agreement describes the arrangement between PDHT and you. We wish to 
assure you of our appreciation of your volunteering with us and will do the best we can to 
make your volunteer experience with us enjoyable and rewarding. This document is not 
intended to be a legally binding contract but an expression of mutual commitment to the 
volunteer programme. You should be given a copy of the volunteer agreement when 
starting your volunteer role. Please find a copy at Appendix 3 for your reference.  
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6. BREAKS & REFRESHMENTS 
 

You will be encouraged to take regular refreshment breaks and if your role involves a full 
day at any of our sites you should take a reasonable lunch break of at least 30 minutes. We 
do provide tea and coffee for volunteers at a reduced staff rate; however, we do not 
provide food and you may wish to bring a packed lunch which you may eat in the Coffee 
bar. 

 
7. WHAT TO WEAR 
 

If your role is customer focused, we may ask you to wear one of our volunteer polo shirts, 
sweatshirts or aprons – these will be issued to you as necessary. This is so that you can be 
identified as a member of the team and a representative of PDHT. If your role is not 
customer focused you will not be expected to wear a volunteer polo shirt or sweatshirt, 
however you may still wear one if you wish. Your mentor will be able to advise you which 
clothing is appropriate for your role and the environment in which you will be carrying out 
your role. All volunteers are asked to wear their name badge and lanyard when working at 
the Centre. 

 
8. YOUR AVAILABILITY 

 
We expect all of our volunteers to be reliable and available at the times agreed between 
you and PDHT. If you are unavailable during these times, we expect you to let the Volunteer 
Coordinator know. Contact details for the Volunteer Coordinator will be given to you by 
your mentor. You should keep an accurate record of your hours. This is so that we can 
prove the value that volunteers add to our service.  

 
9. HEALTH & SAFETY 

 
Volunteers have rights and responsibilities in relation to health and safety. PDHT will 
ensure that your role is carried out in a safe environment. A risk assessment of all volunteer 
roles will be carried out and action taken to minimise any identified risks. Volunteers are 
expected to carry out their role safely and not put themselves or others at risk. The Health 
and Safety policy can be found on our website www.pdht.org under the menu option 
‘Policies’. 
 
At your formal induction training day you will receive further information on the health and 
safety policy and its implications for volunteer roles.  

 
10. FIRE EVACUATION 

 
You should be informed on your first day what the evacuation procedure is for the 
building. The fire evacuation procedure is shown in the Emergency Plan which is available 
on our website www.pdht.org under the menu option ‘Policies’. 
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11. INCIDENT & ACCIDENT REPORTING 
 

You should report any accident or incident that you have or witness to a member of staff 
or the Duty Manager as soon as possible so that an incident/accident reporting form can 
be completed.  

 
12. SITE SECURITY 

 
Staff and volunteers are responsible for the security and safety of their workspaces, and 
for taking care to prevent harm to themselves and others. The Trustees are responsible for 
ensuring adequate and comprehensive security systems are in place, and that staff are 
aware of all relevant risks. These policies and procedures are shown in the Security Policy 
which is available on our website www.pdht.org under the menu option ‘Policies’. 

 
13. CONFIDENTIALITY & DATA PROTECTION 

 
You may be asked to disclose personal information during the application and recruitment 
process. PDHT takes confidentiality very seriously and we will store your data securely and 
in accordance with the provisions of the Data Protection Act. In your volunteer role you 
may have access to confidential information about our service. We expect all volunteers to 
respect the confidentiality of our service users and staff and not disclose any confidential 
information accessed in the course of your volunteer role to anybody outside of PDHT. The 
Data Protection policy is aimed at all staff and volunteers working in the Trust, whether 
paid or unpaid, whatever their position, role or responsibilities. It can be found on our 
website www.pdht.org under the menu option ‘Policies’ – a Privacy Notice for staff and 
volunteers can be found as an Appendix to this policy. Staff and volunteers are obliged to 
comply with this policy when processing Personal Data. 

 
14. CHILD PROTECTION & VULNERABLE ADULTS 
 

In your volunteer role with PDHT you should never find yourself in an unsupervised position 
with children or vulnerable adults, however PDHT does work with vulnerable adults and 
children and you may come into contact with them in the course of your role. Everyone has 
a legal obligation to protect others from harm or risk and if you do have any serious 
concerns about a child or vulnerable adult it is helpful to record the following:  
 

• The concerns you have  
• What actions you have taken  
• Any physical signs that you have seen  
• What the child/vulnerable adult has said  
• The observations of any other member of staff  

 
Make sure you inform a Trustee immediately who will ensure the Divisional Child 
Protection Officer or other relevant person is informed.  
 
If you are under eighteen years of age and volunteering with us, we will need your 
parent/legal guardian to give their consent for you to carry out your voluntary activity. We 
will also make sure that any of our staff who are supervising you have been checked by the 
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Disclosure & Barring Service (DBS) and you will not be able to carry out any unsupervised 
voluntary activity. This is because we want to make sure that you are safe whilst 
volunteering with us. For all of our roles we will take up two references for volunteers. We 
will follow the Pembrokeshire County Council ‘Procedures for Safeguarding and Protecting 
Children and Vulnerable Adults’ in all of our work. Our policy on safeguarding is available 
on our website www.pdht.org under the menu option ‘Policies’. 

 
15. EQUAL OPPORTUNITIES 

 
We expect all of our volunteers to carry out their role in accordance with the Equality and 
Diversity Policy, treating all colleagues and museum users with respect regardless of their 
background. We are committed to treating our staff, and visitors to the museum fairly. We 
will make sure that we do not discriminate against people because of their age, 
impairment, ethnic origin, nationality, religion or belief, social class, gender, sexual 
orientation, gender reassignment, marital status, responsibility for dependants, trade 
union activity or for any other unfair reason.  
 
You will receive further information on Equality and Diversity at your formal induction The 
full policy on Equal Opportunity, Diversity and Dignity at Work is available on our website 
www.pdht.org under the menu option ‘Policies’. 
 

16. FOOD SAFETY 
 

Some of our volunteers will assist in the coffee bar and the preparation of food. Effective 
instruction and training will be provided for you, and you will be shown good food practises 
and how to prevent food poisoning. 

 
17. GRIEVANCE PROCEDURE 

 
We hope that you will enjoy volunteering with PDHT and we hope that you never have 
cause to use the grievance guidelines. However they are in place to ensure that any 
concerns, problems or complaints you may have are dealt with as quickly and effectively 
as possible. As a volunteer with PDHT we would expect that you aim to settle most 
grievances informally. You may consider talking to one of the Trustees or if you do not feel 
able you may want to contact the Volunteer Coordinator. Most problems can be resolved 
in this way. Only where efforts to resolve problems informally have failed should the 
grievance procedure which can be found on our website www.pdht.org under the menu 
option ‘Policies’. 
 
If you do have any problems with the tasks you are asked to perform you must speak to 
your mentor or Volunteer Coordinator as soon as possible. If we have any problems with 
your role, we will discuss this with you. We will make every effort to support you in your 
role, however we are under no obligation to provide you with a volunteer role, and we 
reserve the right to terminate your volunteer placement should problems be unresolved.  
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18. VOLUNTEERING WHILST RECEIVING BENEFITS 
 

You are allowed to volunteer whilst claiming state benefits, including means-tested 
benefits such as Jobseeker’s Allowance, Incapacity Benefit and Income Support. There are 
some guidelines and rules which claimants should be aware of, as they will need to comply 
with these. You should talk to your local jobcentre for further information about 
volunteering whilst in receipt of benefits.  
 
If you do start volunteering, you have a duty to tell your advisor at the jobcentre that you 
are volunteering. If you have any problems with your local Jobcentre Plus because you want 
to volunteer please speak to us and we can provide you with a letter for the Jobcentre 
detailing your role and details of reimbursement of out of pocket expenses.  

 
19. REVIEW 
 

These plans and policies were last reviewed in April 2023, and they will be reviewed every 
three years. 

 
 

 
Signed 
 
Name  GK Clarkson 
 
Appointment Chair of Trustees on behalf of the Board of Trustees 
 
Date   April 2023 
 
 
 
APPENDICES 
 

1. Volunteer Policy 
2. Volunteer Application Form 
3. Volunteer Agreement 
4. Staff & Volunteer Induction Check list 
5. Reception Duties Training Notes 
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Appendix 1 
 

PEMBROKE DOCK HERITAGE TRUST  
VOLUNTEER POLICY 

 
CONTENTS 
 

1. Introduction 

2. Volunteers 

3. Role of the Volunteer 

4. Recruitment & Selection of Volunteers 

5. Equality & Diversity 

6. Management of Volunteers 

7. Policies & Procedures 

8. Time off 

9. Confidentiality 

10. Health & Safety 

11. Young Volunteers 

12. Grievance Procedure 

 
1. INTRODUCTION  
 

Pembroke Dock Heritage Trust (PDHT) offers an exciting programme of exhibitions, events 
and family activities for everyone to enjoy.  

 
2. VOLUNTEERS 

 
PDHT has a commitment to the involvement of volunteers and believes that volunteers 
play a vital role in extending the scope of our work allowing us to add value to our services 
and helping to meet service need or demand which would not otherwise be possible. PDHT 
recognises that volunteers may be different in age, race, cultural background, socio-
economic background and educational level and will help to diversify and strengthen the 
workforce as well as offer a wide range of skills and enthusiasm.  
 
PDHT undertake to increase volunteer opportunities by giving consideration to the 
potential for volunteer roles in all project planning and including volunteer cost in funding 
applications for new projects.  
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3. ROLE OF THE VOLUNTEER 
 

Volunteering is defined as “unpaid activity where someone gives their time to help an 
organisation or an individual who they are not related to” (Volunteering England).  
 
The volunteer role is on the basis of a mutual agreement between PDHT and the volunteer 
and is binding in honour only. There is no enforceable obligation, contractual or otherwise, 
on volunteers to attend, give or be set a minimum amount of time or carry out the tasks 
provided. PDHT is under no obligation to provide regular work or other benefit for any 
activity undertaken.  
 
Volunteer roles play an important role in the operation of PDHT and volunteers will, in all 
roles, be representatives of PDHT and should at all times conduct themselves in an 
appropriate manner.  

 
Volunteer roles will supplement and support the work of paid staff adding value to existing 
services.  

 
4. RECRUITMENT & SELECTION OF VOLUNTEERS  
 

Volunteers will follow the same recruitment and selection procedure. All prospective 
volunteers will be given an application form to complete and return.  
 
When a completed form is received the prospective volunteer will be contacted by one of 
the Trustees and an informal interview will be arranged to discuss skills, role and 
expectations.  
 
Following a successful interview a member of staff will request references from the details 
given on the application form. A Disclosure & Barring Service check (DBS) will be requested 
at this stage if applicable. This will be in cases where the volunteer will be working with 
children or vulnerable adults. 
  
PDHT reserves the right to determine that a prospective volunteer may not be appropriate. 
However, every effort will be made to signpost unsuccessful applicants to other local 
volunteering opportunities.  
 
Successful applicants will be asked to agree to the terms of the Volunteer Agreement. The 
Volunteer Agreement is a document setting out the guidelines on mutually agreed 
undertakings between the Volunteer and PDHT. This agreement can be terminated by 
either party at any time and is not intended to be a contract nor is it legally binding.  

 
5. EQUALITY & DIVERSITY 

 
Volunteers will not be paid for the work they carry out. However, in all other respects 
volunteers are entitled to treated on an equal basis with paid staff.  
 
Volunteering opportunities are open to everyone regardless of gender, ethnic origin, 
cultural background, marital status, disability, sexual orientation, religious belief, age, 
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being an ex-offender or because of responsibility for dependants. PDHT will seek to make 
our volunteer roles accessible to as wide an audience as possible. In addition, we will seek 
to consult with a range of communities, groups and individuals in order to develop the 
volunteer programme.  
 
PDHT have a commitment to equality and diversity principles and will seek to challenge all 
forms of prejudice and discrimination.  

 
6. MANAGEMENT OF VOLUNTEERS 

 
It is the role of the volunteer’s mentor to offer support and supervision to volunteers 
volunteering with PDHT. Regular support and supervision sessions will be offered to 
volunteers and the mentor will be available to deal with any questions or problems that 
volunteers within the service may have.  
 
All volunteers will receive an induction into the service and the role they will carry out. This 
will include a general induction to the volunteer role and the site followed by a half day 
induction training session which will offer more in-depth information on volunteering with 
PDHT. 
  
All volunteers will receive the training required to carry out their role. Other additional 
training needs that may arise during the course of volunteer roles can be discussed with 
the volunteer’s mentor. It is not the policy of PDHT to provide training to volunteers in 
areas which do not directly relate to the volunteer role.  

 
7. POLICIES & PROCEDURES 
 

All volunteers are bound to carry out their role in accordance with the Equality and 
Diversity Policy, Health & Safety Policy, Data Protection Policy, Emergency Plan and 
Grievance Policy. Further information can be found in the volunteer handbook and in the 
respective policies found on our website www.pdht.org.  
 
All volunteers will be covered by PDHT employee liability insurance.  

 
8. TIME OFF 
 

As volunteers are not paid members of staff, they will not be required to complete self-
certification sickness forms or provide GP sickness certificates for periods of sickness. It is 
expected that the volunteer will give notice of any periods of sickness to their mentor and 
the Volunteer Coordinator.  

 
9. CONFIDENTIALITY 
 

PDHT will take appropriate measures to maintain confidentiality concerning the personal 
details of volunteers and will do so in accordance with Data Protection principles.  
 
In return volunteers are required to respect the confidentiality of PDHT staff and museum 
users.  
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10. HEALTH & SAFETY 
 

Volunteers must work safety and not put themselves or others are risk. All health and 
safety policies and procedures apply equally to staff and volunteers. Guidance on the 
Health and Safety Policy can be found in the Volunteer Handbook.  
 
Everyone has a legal obligation to protect others from harm or risk. PDHT does work with 
vulnerable adults and children. Any concerns a volunteer has about a child or vulnerable 
adult should be raised with their mentor, however if the concern is about them or they are 
not happy to discuss it with the mentor, the volunteer should contact the Volunteer 
Coordinator or a Trustee. 

 
11. YOUNG VOLUNTEERS 
 

PDHT does work with young volunteers under the age of eighteen. We will take appropriate 
measures to safeguard young people in voluntary activity in line with Pembrokeshire 
County Council‘s Procedures for Safeguarding and Protecting Children and Vulnerable 
Adults’ and our own Safeguarding Policy. 
 
All staff who are responsible for young volunteers should be checked by the Disclosure & 
Barring Service (DBS). We are unable to carry out DBS checks on volunteers under the age 
of eighteen however we shall follow up two references for volunteers between the ages of 
sixteen and eighteen.  
 
We will seek parental consent for voluntary activity from the parent/legal guardian of all 
volunteers under the age of eighteen. Details of the voluntary role, location and times of 
participation will be provided to parent/legal guardian.  
 
Young volunteers will not be placed in any unsupervised voluntary roles either at or away 
from PDHT sites and will not be left to supervise other young people or be responsible in 
any capacity for members of the public including children visiting our sites.  
 

12. GRIEVANCE PROCEDURE  
 

Any volunteer has the right to complain if they are unhappy or feel that they have not been 
treated fairly. The Grievance Guidelines can be found in the Volunteer Handbook.  
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Volunteer Application Form 

 

 

Thank you for your interest in becoming a volunteer.  We aim to engage our volunteers in areas of 
activity that they express an interest in. If you have any difficulties completing this application 
form, please phone Sally on 01646 684220 or email enquiries@pdht.org.  If you would like to find 
out more about the Pembroke Dock Heritage Trust, log onto our website www.pdht.org. 
 
How we use your information 
By providing the information requested in this application form, you are consenting to its use for 
the purpose of processing your application and assessing your suitability to become a volunteer.  
The information will also be used for monitoring our volunteer recruitment processes and for use 
where relevant in other personnel procedures.  Your information will not be passed onto third 
parties. 
 

Name  

 

Address  

 

 

Postcode  

 

Email Address  

 

Phone 

 

Home  Mobile  

 

Date of Birth 

 
 

 

http://www.pdht.org/
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Please indicate whether 

you fall into the 

following categories 

Unemployed Migrant 

Worker 

Disabled BME Asylum  

Seeker 

 

Why are you interested 

in volunteering? (Tick all 

that apply) 

 

To learn skills 

or gain 

experience 

To meet new 

people 

Interested in 

the subject 

matter 

To help in the 

local 

community 

To help gain 

employment 

 

Do you have any special requirements or disabilities? (e.g. wheelchair access, large print, 

induction loop, etc.) 

 

 

 

 

Are you Welsh speaking? 

 

 

Yes 

 

 

No 

 

Please indicate which area/areas you may be interested in 

Workshop/ 

Conservation 

 

Reception/ 

Front of House 

Coffee 

Shop 

Archive 

 

Outreach 

Education     Presentations    General 

 

Events 

Please indicate which days and times suit you.  Please note:  This does not commit you, but simply 

gives us an idea when you are available. 

Monday 

 

Tuesday Wednesday Thursday Friday Saturday Sunday 

Morning Afternoon Evening 
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Further notes on availability 

 

 

 

Is there anything that would prohibit you working with vulnerable adults or children? 

 

 

Yes 

 

 

No 

If yes, please state here: 

 

 

 

 

 

 

 

 

 

 

What relevant skills, experience and qualifications do you have that you feel could be relevant to the 

project (now or in the future)? 
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The information I have supplied in making this application to become a volunteer is true and 

accurate.  

Signed 

 

 

Print Name 

 

 

Date 

 

 

 
  

 

Please give the name of two references.  These should be people who have known you in a 

professional capacity, but not a family member. 

Name  

 

Name  

Address  

 

 

Address  

Telephone  

Number 

 

 

Telephone  

Number 

 

Email add  Email add  

Capacity in 

which you 

know this 

person 

 

 

Capacity in 

which you 

know this 

person 
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VOLUNTEER AGREEMENT 
 

 
 

This agreement tells you what you can expect from us, and what we hope from you. We aim to be 
flexible, so please let us know if you would like to make any changes. 

 
At The Pembroke Dock Heritage Trust, we undertake to: 

 
• Introduce you to how the organization works and your role in it and to provide any 

training you need 

• Provide regular meetings so that you can tell us if you are happy with how your 
volunteer work is organized and get feedback from us 

• Respect your skills, dignity and individual wishes and do our best to meet them 

• Reimburse agreed out of pocket expenses incurred 

• Consult with you and keep you informed of possible changes 

• Provide a safe workplace (see Health and Safety Policy) 

• Adhere to our equal opportunities policy (see Equal Opportunity 
Opportunities Policy) 
 

•  I  undertake to: 

• Work reliably and give as much warning as possible whenever I cannot work when 
expected 

• Follow rules and procedures, including health and safety, equal opportunities and 
confidentiality (policies which I have received and read) 

• Abide by the terms of the Data Protection Act  
 

 
 
 
 
 

Signed (volunteer)    Date    
 

 
 

Signed 
 

 

Trustee 
Pembroke Dock  
Heritage Trust  

Date    

 

 
 
 
 
 

Note: this agreement is in honour only and is not intended to be a legally binding contract. 
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Appendix 4 
 

STAFF & VOLUNTEER INDUCTION CHECK LIST 
 

Name of staff member  

Job title  

Work buddy  

Archive  

Coffee shop  

Front of house/Guide  

Workshop  

 

TOPIC COVER THESE ISSUES √ when    

done 
Fire and 
evacuation 

• Action to be taken in the event of a fire 

• Location of call points 

• The role of staff in general 

• Assembly point 

• Extinguishers only used by trained individuals 

 

First Aid • Location of the first aid box (3) 

• Location and recording of accident book 

• First Aiders  

 

Welfare facilities • Health & Safety in the workplace 

• Staff room/kitchen/cleaning/dishwasher 

• Dining area/cleaning 

• Use of facilities, staff teas/coffees/drinks 

• Breaks 

• Bins 

•  

 

Front of house/ 
Guide 

• Visitor procedure/track & trace/Covid compliance 

• Donations to the centre/acquisition form 

• Security of cash/change 

• Signing in and out on shift 

• Take log in book in the event of a fire 

• Report low stock/ordering/storage 
 

 

Other 
 
 
 
 
 
 
 

• Emergency contact details 

• Housekeeping/coffee shop receipts 

• Staff communications/meetings 

• Sickness or absence procedure 

• Signing in procedure 

• Reporting concerns 
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Coffee shop • Correct use of the coffee machine  

• Hot water/steam 

• Logging the temperature am/pm  

• Keeping up to date with stock control 

• Cleaning surfaces/seating/tables 

• Food allergies 

• Colour coded cloths 

• Cash/change 

•  

 

Archive • Use of computer and tech equipment 

• Procedure for archive 

• Manual handling 

• Hazardous materials ie asbestos www.hse.gov.uk 

• Hand cleanliness 
 

 

Workshop • Manual handling 

• Use of tools and equipment 

 

Admin • Use of computer 

• Filing 

• Stationary/storage 

• Data protection 
 

 

Date 
 
 
Date 

Signature Volunteer 
 
 
Signature of Coordinator 
 

 

 

 

Additional Notes 
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Appendix 5 
 

 
Pembroke Dock Heritage Trust 

 
Training Handbook for 

Volunteer Front of House and 
Coffee Shop Staff 
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RECEPTION TRAINING NOTES 
 

 
CONTENTS 
 
1. OPENING PROCEDURE 

a. Keys 
b. Doors 
c. Gates 
d. Signs 
e. Toilets 
f. Lights 
g. Heating 
h. De-humidifier 
i. Cockpit 
j. TV displays 
k. Weekly Update Board 

 
2.  TILL OVERVIEW  

a. Keys 
b. Department Keys 
c. Sales 
d. Payments 
e. Error Corrections 
f. Refunds 

 
3. VISITORS/GUESTS 

a. Welcome 
b. Covid Requirements 
c. Visitor Entrance Fees 
d. Gift Aid 
e. Introduction to PDHC 
f. Toilets 

 
4. OTHER 

a. Annual Pass 
b. Fellowships ETC 
c. Donation of Artifacts 
d. Cash Donations 
e. Telephone 

 
5. CLOSING PROCEDURE 

a. Gates 
b. Signs 
c. Toilets 
d. Lights 
e. Heating 
f. De-humidifier 
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RECEPTION OPENING PROCEDURE 
 
 
GENERAL:  There are policies in place to conserve energy and to ensure artifacts on display are 
maintained in as close an ideal environment as possible to protect them. This means that 
temperature and lighting should be strictly controlled. For example, TV displays are only turned on 
when visitors actually enter the Trust.  
 
ON ARRIVAL. On arrival at the Trust, volunteers should sign in and check rosters and updating for 
any planned absence and any dates you can cover. 
 
Check current Welsh Government Covid19 restrictions, if applicable. 
 
PROCEDURES 
 
a. KEYS: Keys for opening are found in the top draw of cabinate adjacent to the receptionists chair 

and have a green lanyard. 
 
b. DOORS: Visitor entrance door should be opened by duty manager/trustee. 

Chapel Main Entrance door should be checked and unlocked as neccassary, as it is a Fire Exit.  
Chaple Main Entance Hall should be checked that it is clear of obstructions. 

 
c. GATES: Side Gates (Pedestrian access only) should be unlocked, if not then unlock it and leave 

the padlock and chain left secured to one of the gates.  Main Front Gate (vehicle access gate), 
should be unlocked by duty manager.  
 

d. SIGNS:   
 

a. Main Front Gate sign (normally stored in Main Chapel Entrance) to be displayed on 
open Main Gates. 

b. Pedestrian Gate Sign (normally stored in Visitor Entrance Foyer) should be displayed 
on the Pedestrian Gates.  

c. Coffee Shop sign (normally stored in Visitor Entrance Foyer) should be displayed at 
the top of steps to the Vistor Entrance. 

d. Museum Entrance Sign (normally stored in Visitor Entrance Foyer) should be 
displayed with its stand on the grass adjacent to the path leading up to the  steps 
to the Visitor Entrance to the path. Ensure Arrow is pointing in the right direction!   
CAUTION; Sign and Stand is heavy so ask for assistance if neccasary. 

e. OPEN/CLOSED sign in Visitor Foyer Window should be turned so that OPEN is 
displayed to visitors. 
 

e. TOILETS: Ensure all toilets are clean and no signs of leaks etc.  Lights activate as they 
should (motion sensors). Sufficient supplies of toilet paper, hand towels, soaps etc are 
available. 
 

f. LIGHTS:  All unnecessary lights are turned off. Lights should be turned on as the first 
visitors arrive. It should be noted that the 2 central display light switches are now located 
on the wall adjacent to the Millennium Falcon Display Entrance 
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g. HEATING: Heating is operated via a thermostat, it has been agreed that to save energy and 

protect the artifacts on display, this should be set at 19oC. 
 

h. DEHUMIDIFIERS:  There are two dehumidifiers in the main hall.  One is close to the 
Sunderland Front Turret and Forward Fuselage display. The other is just to the right of the 
Main Chapel Exit as you exit the Chapel. Both dehumidifiers should be checked that the 
water reservoirs are empty and then switched on. If the reservoirs contain water then 
they should be emptied before switching on. NOTE: when the dehumidifiers are full they 
will stop working and display a red warning light. If this happens the water tank should be 
emptied and the dehumidifier switched on again. 
 

i. SUNDERLAND COCKPIT DISPLAY:  The Sunderland cockpit display should only be started in 
accordance with the printed instructions to be found at the front of the cockpit and when 
training has been completed on the system.  This should only be carried out once visitors 
have started to arrive. 
 

j. TV DISPLAYS: There are several TV displays throughout the exhibition hall.  These are to be 
turned on and programme selected when visitors start to arrive. 
 

k. VOLUNTEER WEEKLY UPDATE BOARD: There is a Weekly Update Board adjacent to the 
Reception Desk. This should be read at the start of your shift as special actions may be 
required to facilitate visits, activities etc planned for the week. This Board is updated 
weekly by a member of the Management/Trustee Team. 
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RECEPTION DESK TRAINING NOTES 
 
2. RECEPTION TILL OVERVIEW 
 
GENERAL:  The Till used is a CASIO S-400. Although the till can appear complicated, the 
operation and functions used at Reception are relatively straight forward. These training 
notes are restricted to the everyday operation of the till, as commonly used by a reception 
volunteer.   
 
Should further assistance be needed at any time when operating the till, please ask a 
member of the management/trustee team for advice. 
 
An Operating Manual is located at The Reception Desk. In addition, there are plenty of 
training and information videos available on U Tube. 
 
TILL OVERVIEW 
 
a. KEYS:  There are two keys used on the till, both fit into a single key hole just below the 

display. one is used by management (PGM) to programme the till and the other (OP) is 
used by reception for general sales and should be set to REC. 
 

b. BUTTON/KEY DESCRIPTIONS:   
 

Note: There are a variety of Buttons on the till,  many of which we do not use. These are 
the ones we use reguarly.   
 
GENERAL BUTTONS/KEYS: These are the buttons used during the most common 
transactions and functions. More details on their use will be described later. 
 
Feed:  Used to feed the Till Roll. 

 
Arrow Keys: Used to scroll up or down items shown on the display. 
 
RF Key:  Refund key used when issuing a refund.  
 
X/DATE TIME Key: Can be used to enter multiple items that are the same. 
 
Price Key: Used when entering PLU items. 
 
PLU Key: Used when selling an item with a PLU Code. 
 
NS Key: When pressed registers a No Sale and Opens the Cash Drawer. 
 
CREDIT CARD Key : Used for Credit Card transactions to confirm and complete a Credit 
Card payment. 
 
ERR CORR/CANCEL Key:  Used when canceling or correcting an entry. 
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RECEPTION TRAINING NOTES 
 
3 VISITORS/GUESTS WELCOME 
 

a. Welcome Guests to the Pembroke Dock Heritage Trust 
 

b. Advise Visitors to complete Track and Trace as per Government Regulations. 
  

c. Remind Visitors of current Welsh Government Covid Restrictions and Requirements. 
      

d. Establish Ages of Visitors (Adult, Concession, Child)  
 
e. Ask the the visitors if they are UK Tax payers?  If they are, would they be prepared to  

pay via Gift Aid which would  incurr a slightl increase in entrance fee. (10%)  If they 
agree to they will need to complete the Gift Aid entry form. GIFT AID is a significant 
source of revenue for the Trust which recieves 37.5% extra of the Admission Fee 
from the Government. 
 

f. Does Group or Family status apply?  
To enter a group onto the till, do the following: 
Key the number of people required (e.g., 10) press the ‘X/date’ button and then the 
‘Group’ closed key. 

 
g. Press appropriate Pre-set ‘Closed’ till admission buttons as dictated by answers to 

para e above.  
 
NOTE: The Free Button must be used if applicable, so that visitor numbers can be 
accurately recorded. 

 
h. Check screen for correct entry, ask the Visitors if they would like to pay by cash or  

payment card?  Complete payment transaction as appropriate. 
 

i. Ask visitors to the Trust if they would like a brief introduction to the Exhibits and 
what we have to offer.  If not, remind the visitors that there are Volunteers on duty 
who will be happy to answer any questions they may have. 

 
j. Point out the location of the toilet facilities  and the coffee shop. 

 
k. Hope they enjoy their visit. 
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RECEPTION TRAINING NOTES 
 
4 OTHER 
 
ANNUAL MEMBERSHIP PASS:  To issue or renew an Annual Pass the following 
steps should be taken.  
 

• Annual Pass Application Form should be completed by applicant.  
 

• Once the form has been completed and checked, payment should be taken 
by entering the correct amount depending on type of Annual Pass requested 
and then pressing the Annual Pass “Open Key” on the till. Payment can be 
taken by Cash or Card, 

 

• In the Annual Pass Register the next number available should be completed 
with the applicants details. This number should now be entered on to the 
application form.  

 

• A Membership Card should then be completed including the Number used on 
the Annual Merbership Register and the applicants signature.  This should 
include the month and year of expiry. (Annual Passes are valid for 12 months 
from the date of issue). 

 

• Once completed, the Membership Card can be self-laminated and issued to 
the applicant.   

 

• The completed Application Form should be taken upsatirs for administration 
processing.   
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RECEPTION TRAINING NOTES  
 
5. RECEPTION CLOSING PROCEDURE 
 
PROCEDURES 
 
a. KEYS: Keys for opening are found in the top draw of cabinate adjacent to the 

receptionists chair and have a green lanyard. 
 
b. DOORS: Visitor entrance door should be closed by duty manager/trustee. 

Chaple Main Entrance door should be checked and locked. 
 
c. GATES: Side Gates (Pedestrian access only) should be locked with padlock and chain.  

Main Front Gate (vehicle access gate), should be locked by duty manager.  
 

d. SIGNS:   
 

a. Main Front Gate sign should be removed and stored in Main Chaple 
Entrance. 

b. Pedestrian Gate Sign should be removed fromthe Pedestrian Gates and 
stored in Visitor Entrance Foyer 

c. Coffee Shop Sign should be removed from the bottom of the entrabnce steps 
and stored in Visitor Entrance Foyer. 

d. OPEN/CLOSED SIGN in Visitor Entrance Foyer should be turned so that 
CLOSED is displayed. 

e. Museum Entrance Sign should be removed path and stored in Visitor 
Entrance Foyer. 
CAUTION; Sign and Stand is heavy so ask for assistance if neccasary. 
 
 

e. TOILETS: Ensure all toilets are vacated, clean and no signs of leaks etc.  Lights activate 
as they should (motion sensors).  
 

f. LIGHTS:  All unnecessary lights are turned off.  Note: the central display light switches 
are now located on the wall adjacent to the Millennium Falcon display entrance 
 

g. HEATING: Heating is operated via a thermostat, it has been agreed that to save 
energy and protect the artifacts on display, this should be set at 19oC. 
 

h. DEHUMIDIFIERS:  There are two dehumidifiers in the main hall.  One is close to the 
Sunderland Front Turret and Forward Fuselage display. The other is just to the right 
of the Main Chapel Exit as you exit the Chapel. Both dehumidifiers should be checked 
that the water reservoirs are empty and then switched off. If the reservoirs contain 
water then they should be emptied. 
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CAFE TRAINING NOTES  
 
1. CAFE OPENING PROCEDURE 
 
 
GENERAL:  There are policies in place to maintain hygiene and to ensure we give a good 
service to our customers.  It is essential that the highest food safety and hygiene standards 
are maintained at all times. 
 
ON ARRIVAL. On arrival at the Trust, volunteers should sign in on the volunteer form and the 
attendance sheet.   Check roster and update any planned absence or dates you can cover. 
 
You must also check and comply with the current Welsh Government Covid restrictions.  
 
Before starting to work don’t forget to wash hands and don an Apron. 
 
PROCEDURE 
 
a. COLD WATER TAPS x 2  These should be run for 2 mins to avoid Legionella 

 
b. WATER BOILER: The water boiler is located beneath the worktop with the sinks in. This 

needs to be switched on. 
 
c. DISPLAY FRIDGE: The Display Fridge lights need to turned on. 

 
d. COFFEE MACHINE: 

 
o Switch on at the wall. 
o Switch on at the machine. 
o Turn water taps on. When water starts to flow turn boththe taps off. Machine is now 
ready to use. 

 
e. COFFEE GRINDER: Ensure Coffee Grinder is full of coffee beans. 
 
f. FRIDGES: Check and record Fridges x3 Temperatures in the Fridge/Freezer temperature 

log. 
 

g. Preperation: Put asaucer and spoon next to the coffee machine and one next tpo the 
sink.  Check there is a clean cloth over the crockery on top of the coffee machine. 

 
h. CLEANING: Ensure all surfaces are clean and use the coloured cloths as follows: 

 

• Yellow :  Customer Tables only 

• Pink: Coffee Machine Steam Spout only 

• Blue: Washing Up only 
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COFFEE SHOP TRAINING NOTES 
 
2. CAFE TILL OVERVIEW 
 
GENERAL:  The Till used is a CASIO SEC-300. Although the till can appear complicated, the 
operation and functions used at Reception are relatively straight forward. These training 
notes are restricted to the everyday operation of the till, as commonly used by a reception 
volunteer.   
 
Should further assistance be needed at any time when operating the till, please ask a 
member of the management/trustee team for advice. 
 
An Operating Manual is located at The Reception Desk. In addition, there are plenty of 
training and information videos available on U Tube. 
 
TILL OVERVIEW 
 
a. KEYS:  There are two keys used on the till, both fit into a single key hole just below the 

display. one is used by management (PGM) to programme the till and the other (OP) is 
used by reception for general sales and should be set to REC. 
 

b. BUTTON/KEY DESCRIPTIONS:   
 

Note: There are a variety of Buttons on the till,  many of which we do not use. These are 
the ones we use reguarly.   
 
GENERAL BUTTONS/KEYS: These are the buttons used during the most common 
transactions and functions. More details on their use will be described later. 
 
Feed:  Used to feed the Till Roll. 
 
RF Key:  Refund key used when issueing a refund.  
 
X/DATE TIME Key: Used when entering multiple items. 
 
NS Key: When pressed registers a No Sale and Opens the Cash Drawer. 
 
CREDIT CARD Key : Used for Credit Card transactions. 
 
ERR CORR/CANCEL Key:  Used when canceling or correcting an entry. 
 
C Key: Cancel Key , used when canceling or correcting an entry. 
 
SUB TOTAL Key: Used to display and print the current subtotal. 
 
CA/AMT TEND Button: Used to register a cash sale 
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CAFE TRAINING NOTES  
 
3. CAFE CLOSING PROCEDURE 
 
 
GENERAL:  There are policies in place to maintain hygiene and to ensure we give a good 
service to our customers.  It is essential that the highest food safety and hygiene standards 
are maintained at all times. 
 
Please try and leave the Café at the end of the shift exactly as you would like to find it in the 
morning. 
 
PROCEDURE 
 
a. WATER BOILER: The water boiler is located beneath the worktop with the sinks in. This 

needs to be switched off. 
 
b. DISPLAY FRIDGE: The Display Fridge lights need to turned off. 

 
c. COFFEE MACHINE: 

 
o Switch off at the wall. 
o Switch off at the machine. 

 
d. CAKES:  Put away the cake signs and cakes (perishable cakes into drinks fridge). Check 

dates of all cakes and ensure still ‘IN DATE’ for next day’s opening. Chocolate and 
wrapped items can be stored in cupboard. 
 

e. COFFEE GRINDER: Ensure Coffee Grinder is cleaned and is full of coffee beans. 
 

f. TEA BAGS: Ensure Tea Bag container is full. 
 

g. STOCK: If any stock appears to be running low replenish it. If no stock available ensure 
management are aware. 

 
h. FRIDGES: Check and record Fridges x3 Temperatures in the Fridge/Freezer temperature 

log. 
 

i. COFFEE MACHINE: Put a saucer and spoon next to the coffee machine and one next to 
the sink.  Check there is a clean cloth over the crockery on top of the coffee machine. 

 
j. CLEANING: Ensure all surfaces are clean and use the coloured cloths as follows: 

 

• Yellow :  Customer Tables only 

• Pink: Coffee Machine Steam Spout only 

• Blue: Washing Up only 
  
 


