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Section 2: 
Specification of Services


1. BACKGROUND
Kew’s Venue Hire and Commercial Media department serves to generate revenue from Kew’s valuable gardens and property assets, which encompass a diverse range of beautiful and historic buildings suitable for events and filming. RBG Kew Enterprises is a limited company and wholly owned subsidiary of the Royal Botanic Gardens, Kew (“RBG Kew”), and which exists to generate an income to support Kew.  All profits are covenanted to the organisation providing invaluable support for Kew’s mission.
A variety of corporate and private events are held within the Gardens, ranging from conferences, awards ceremonies, receptions and dinners, to birthday parties and wakes. A substantial amount of venue hire events are wedding ceremonies and receptions. 
The events can range in size and scale from a small meeting for 25 guests, to a wedding for 200 guests utilising three or four venues onsite. Additionally, the Venue Hire department looks after commercial media and manages photography and film shoots across the Gardens. 
The Venue Hire team currently manage a portfolio of 6 venues onsite, and held 166 events in 2016. The Historical Event Data at Appendix B shows in detail the distribution of events by month and day of the week.  
The majority of the events broadly fall into the extended ‘wedding season’ of April to October, during which time there are frequently multiple events taking place on the same day. Events often take place at weekends, but can occur any day of the week including Bank Holidays. 
2. CONTRACT BRIEF
2.1 Overview 
The majority of Venue Hire events and Commercial Media shoots require a security presence to ensure the smooth running of the events. 
Events which take place in RBG Kew’s smallest venue, the Orangery Conference Room, are an exception and do not require security. 
The overall aim of the contract is to provide high quality, reliable, safe, professional security at a cost that represents value for money.
Kew is a world heritage site and aims to hold world class events, therefore our aim is to provide venue services to a standard of excellence that befits the surroundings. 
Event security staff are integral to the guest experience and must provide an exemplary standard of customer care.  As such, the appointed supplier must provide customer service training for all staff deployed to RBG Kew.  Role descriptions for each position are included at Appendix D.
2.2 Staffing levels
Staffing levels required will vary on an event by event basis according to the specific requirements of the event.  RBG Kew will advise on the number of staff required for each event, and will be willing to pay a minimum call time of 5 hours or fewer. The expected level of staff required for each venue is as follows:  
Cambridge Cottage – 1 or 2 stewarding staff, one of which to be SIA licensed. Primary staff member to be of supervisory level. Cambridge Cottage is a former royal residence incorporated into Kew in 1904. This elegant listed building is set within its own private gardens and how houses a permanent exhibition of botanical art. It can accommodate smaller events including wedding ceremonies and receptions and daytime and evening corporate events, of 100-150 guests. 
Nash Conservatory – 1 supervisor, 6 stewarding staff. The Nash Conservatory is the oldest of the 19th C glasshouses at Kew and is of major historical and architectural importance. It provides a versatile event space for daytime and evening events, including conferences, drinks receptions and wedding ceremonies for up to 200 guests. 
[bookmark: _GoBack]Princess of Wales Conservatory – 2 stewarding staff. The Princess of Wales Conservatory is Kew’s most varied glasshouse with ten climatic zones covering environments from arid desert to tropical rainforest, and holds priceless botanical collections. It is used for evening drinks receptions of up to 200 guests. 
Orangery – 1 supervisor, 5 stewarding staff, two of which to be SIA licensed. The Orangery is beautifully restored 18th C building formerly filled with citrus trees, and today housing one of Kew’s main day catering outlets. It is used for evening events and can host wedding receptions and corporate events for up to 400 guests. 
Sir Joseph Banks Building – 1 supervisor, 4 stewarding staff. The Sir Joseph Banks Building is one of Kew’s most modern structures, built in 1985, and is a contemporary subterranean building holding a dedicated events space used mostly for corporate events for up to 230 guests. 
Marianne North Gallery – 1 supervisor, 2 stewarding staff, one of which to be SIA licensed. The Marianne North Gallery, opened in 1882, houses a permanent exhibition of 832 paintings and offers a unique experience for small events of up to 80 guests. 
A map showing all current venues is at Appendix A.  Further locations at Kew may be added to this portfolio of venue hire locations throughout the duration of the contract, details of which will be provided if and when appropriate.   
3. SERVICE REQUIREMENTS
The appointed supplier will be responsible for the following during venue hire and commercial filming events:
· Ensuring the security and integrity of the venues. The majority of the venues are Grade I or Grade II listed and require protection during events. This may also include the contents of the venue, such as botanical collections. 
· Working closely with the Venue Hire Operations & Commercial Media team to deliver events as scheduled to the client’s requests and to the highest possible standard. 
· Liaising with other stakeholders as required, including but not limited to internal departments such as the RBG Kew Constabulary, facilities management, cleaning and horticultural teams; and external parties including the London Borough of Richmond-upon-Thames registrars and local residents. 
· Assisting the Venue Hire team in managing external event suppliers (such as caterers, production, floristry, entertainment and marquee suppliers) with particular regard to facilitating access and egress from the site, managing vehicle movements onsite in accordance with RBG Kew’s Vehicle Policy and ensuring that venue rules and regulations are adhered to.
· Ensuring that RBG Kew meets licensing obligations with regards to alcohol service and provision.
· Providing assistance and a high level of customer service to event guests and day visitors, protecting their safety throughout the event. 
· Managing the interface with day visitors to the Gardens who will often be in the same and surrounding areas.
· Providing of support to supplement existing onsite First Aid provision as needed.
· Managing emergency evacuation procedures during events as required.
· Dealing effectively and diplomatically with any incidences of difficult behaviour with the potential to cause harm to any guest, staff member, supplier or the venue itself. 

3.1 Insurance
The successful supplier will be required to ensure that as a minimum they have the following insurance cover in place;
· Public liability insurance of £5m for each and every occurrence or series of occurrences arising out of any one occurrence.
· Employer’s liability insurance of £5m for each and every occurrence or series of occurrences arising out of any one occurrence.
· Professional indemnity of £2m.

3.2 Health & Safety
The successful supplier will be required to sign and adhere to RBG Kew’s Contractor Code of Practice. 
4. OPERATIONAL REQUIREMENTS
4.1 Overview
The appointed supplier will be responsible for providing adequate numbers of staff trained in event security and customer service to facilitate the events. The nature of the venue hire business is that events confirm on a variety of lead times, dependant on type of event – weddings typically confirm approx. 6 -18 months in advance, corporate events typically confirm 6 months to a week in advance. Security staff will typically be required prior to supplier access to set up for an event, until all event activity has finished and all guests and suppliers have departed from site. 
Commercial Media bookings can be more variable, working on shorter lead times of 2 weeks – 2 days prior to the shoot. Most shoots are full days with early starts and approximate shift length of 8-10 hours. Typically 1-3 stewards are required for each shoot. Bookings can be variable but tend to be busier within March-May and September-October, with the summer months quieter. 
Venue Hire and Commercial Media shoots can be based indoors, outdoors, or both, so weather conditions will need to be taken into account by the supplier.
The supplier will be advised of current forward bookings for the following three months on a monthly basis, and will be advised of exact requirements for each venue hire event the week preceding. The supplier will be advised of commercial media requirements on an ad hoc basis upon confirmation of the shoot, due to the short lead times involved. 
The supplier will need to be able to provide staff from a minimum of 48 hours’ notice. The supplier will be expected to employ staff of a good calibre with the qualifications, language ability and experience required to perform their duties efficiently and effectively. 
The supplier shall establish a management structure with clearly defined lines of authority, responsibility and accountability. Details of this structure should be clearly shown within the proposal.
4.2 Provision by supplier
The supplier will need to ensure the following:
· All staff are trained in customer care and event security. General training will need to be provided and paid for by the supplier. 
· That a number of staff who are SIA licensed are available to service events, as required
· That a number of staff who hold driving licenses are available to drive buggies onsite, as required
· Staff trained in First Aid are preferred but not required
· Staff can provide their own, or supplier can provide them with, appropriate uniform to include black suit, white shirt, smart black shoes or boots, with black coats, hats, gloves and umbrellas as required by the weather
· That appropriate PPE equipment (such as hi-vis tabards) are provided as required
· That staff observe exemplary timekeeping.
Please note subcontracting is prohibited within this contract. 
 4.3 Provision by RBG Kew
Kew will provide the following;
· An adequate number of radios compatible with RBG Kew’s onsite communications system
· Onsite induction and familiarisation training as and when deemed appropriate by RBG Kew Venue Hire team, with a general level of two training sessions to be conducted per year. 
· Individual photocard passes or general staff passes as deemed necessary by the RBG Kew Security Manager
· All keys and other equipment required for the purpose of the event

5. CONTRACT MANAGEMENT 
5.1 Client Liaison Meetings
The performance of the contract will be monitored regularly through monthly reporting of KPIs and quarterly review meetings. The supplier will be responsible for submitting the reports and arrangement of the review meetings.

5.2 Key Performance Indicators
The contract will be monitored through the Key Performance Indicators detailed in Appendix C.




Appendix A - Site locations

A site map showing venues, access and egress points: 

[will be provided at ITT stage]

A floorplan for each venue:

[will be provided at ITT stage]

Appendix B – Historical event data


Appendix C – Key Performance Indicators


Appendix D – Roles & Responsibilities
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Key Performance Indicators.docx
		Reference

		KPI title

		Performance Indicator

		Unit of measurement 

		Required standard

		Measured by



		1

		Complaints

		No. of complaints received from event clients, Kew staff or members of the public

		Complaints (per month)

		0 complaints

		Monthly report



		2

		Health & Safety

		No. of occurrences of contravention of RBG Kew’s “Contractor’s Code of Practice”, or something SIA related

		Occurrences (per month) 

		0 occurrences

		Monthly report



		3

		On-site employee performance 



		No. of instances of complaints received against supplier employees relating to absenteeism, poor timekeeping  or inappropriate uniform standards

		Complaints (per 100 instances of staff attending events)

		1 or fewer occurrences

		Monthly report



		4

		Staffing availability

		Sufficient numbers of management and staff provided to perform the services competently as required for the efficient provision of the services outlined in the specification and ability to provide adequate number of trained staff within 48 hours’ notice

		% of Events with staffing requests fulfilled by appropriate staff

		100% of staffing requests of 48 hours’ notice or more fulfilled

		Monthly report



		5

		Training

		Supplier Employees trained to standards set out in contract. Training will need to cover both general training to be provided by supplier, plus on-site induction training provided by Kew. 

		% of Employees receiving adequate training and attending Kew induction before commencing the Services

		All Employees attend training and receive induction

		Staff training schedules and induction attendance list



		6

		Reporting

		Submission of monthly report 



		% of reports received

		100% reports received

		Monthly report



		7

		Monitoring and feedback

		Arrangement of and attendance at quarterly meeting 

		Meetings per year

		4 meetings per year to be arranged and attended

		Meeting held



		8

		Invoicing

		Submission of accurate itemised invoices

		Number of  invoicing errors

		0 invoicing errors

		Invoices received
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Annex D - Roles and responsibilities.docx
ROLES AND RESPONSIBILITIES  

Supervisor/ Team Leader:

The main function of this role is to ensure the smooth running of the event within their venue/s, and if applicable to manage their team of staff, whilst assisting the day visitors, suppliers, registrars, event guests and event manager. This role will need to take responsibility for the overall management of security and stewarding at events. 



Depending on the venue/s in use, this role may have a focus on controlling access to and from a building, or managing the access, set up, derig and egress of all the suppliers with a scheduled time frame, which may include coordinating vehicular access across site.



For smaller Cambridge Cottage events, the supervisor may also need to deputise for the event manager and act as a first point of contact for the event guests and suppliers. Staff must remember that at all times they are representing not only the company but also Kew Enterprises.  



The Supervisor or Team Leader will need to coordinate  the security response to any emergency liaising as appropriate with the Event Manager and Control Room 



Please note all Supervisors/ Team Leaders are expected to hold a valid SIA licence.

Specific responsibilities may include:



At the commencement of the event:



· Be in possession of their individual Kew Access Pass (which shall have been previously activated by Kew Enterprises).

· Be in uniform and booked on at Kew in preparation for briefing by Kew five minutes prior to the start time for the event. 

· Report to the nominated Kew Event Manager (to include an end of Event feedback as appropriate) for an event briefing at the time and location requested.  

· Collect keys and equipment from Constabulary and/ or Venue Hire Operations offices as required.

· Ask Constabulary to unlock all the relevant building doors.

· Log start time for shift in log book.

· Put up relevant event signage and barriers where required.

· Be responsible for cascading the Kew briefing to all stewards 

· Audit steward attendance i.e. ensures all stewards are in attendance and deal promptly with absences.

· Check all stewards are appropriately attired. Check there are no immediate works, cleaning or similar required within the venue and report these to the event manager where necessary. 





Other duties (to vary by venue) may include:



· Check the equipment provided by Kew Enterprises, distribute as appropriate to the event and ensure all equipment is returned to the appropriate location at the end of the event. 

· Report any quality issue / malfunction / damage to the equipment to Event Manager as soon as practicable. 

· Arrange breaks and relief cover for stewards as appropriate and necessary

· Act as nominated First Aid person for the event. 

· Assist the Event Manager to conduct an emergency evacuation of the venue if a fire alarm should sound.

· To meet and greet all visitors in a polite and courteous manner and provide directions as required.

· Assist event guests and day visitor wherever possible. 

· Carry out random patrols.

· Ensure that your team of security personnel are following their individual briefings throughout the event and assist them as required

· Manage guest movement to or from Kew Explorer or other venues as requested, maintaining liaison with Event Manager and other venues as appropriate.

· Check that caterers do regular collections of glasses and bottles from garden.

· Ensure the reception desk is kept clean and tidy at all times.

· To switch on the garden roof lights when getting dark or at the request of the event manager.

· Assist with parking and monitoring the parking spaces outside of the cottage. 

· Drive a golf buggy around the gardens with the bride, groom and photographers for photos. 

· Report any quality issue / malfunction / damage to the equipment to Kew Enterprises as soon as practicable.

· Monitor the event for any inappropriate use of Kew property and gardens and report any abuse to the Event Manager.

· Record all incidents in the log book and ensure relevant details are collated to enable the Event Manager to fill out an Accident Report Form. Constabulary Control should also be informed of incidents if appropriate.

· Ensure suppliers are adhering with all venue policies, including but not limited to Health and Safety, venue protection and licensing policies.  

· To assist with any specialist access requirements (unlocking the side gate & escorting guests with mobility issues to the rear entrance of the building. Inform guests of alternative provision of facilities and access routes as required.

· Ensure that the external doors, windows and curtains are kept closed during amplified entertainment in the room in which it takes place– operate a regular check of the doors and log if found open.

· Ensure that guests smoke outside venues in designated areas and ensure minimum disruption from noise or rubbish if guests smoke on Kew Green. 

· Call taxis on behalf of the guests if requested in person or via the booking form

· Deal with any lost property in accordance with Kew procedure

· Record manual sound monitor readings taken by the additional steward every 30 minutes in the log book

· Record any noise complaints or incidents experienced in the log book

· Log own start & finish time, as well of those of additional steward.

· Deal effectively and diplomatically with any incidences of difficult behaviour with the potential to cause harm to any guest, staff member, supplier or the venue itself. 

· Any other duty that is reasonable and requested by the Event Manager and that will assist in the smooth running of the event



At the end of the event:



· Ensure service of alcohol ceases at bar closure time and that entertainment finishes in line with Kew’s premises licence or agreed event end time, if different. 

· Check that all windows and external doors are locked.

· Check toilets for stragglers and ensure that all guests have exited the venue. 

· Ensure that guests do not congregate noisily outside the venue so as to cause a nuisance to local residents – ask them to take public transport or assist them in arranging private transport for them.

· Ensure caterers sweep venue and move furniture and any other equipment back to store unless Event Manager specified otherwise whilst ensuring noise levels are kept to a minimum.  

· Return all signage and barriers to relevant storage locations.

· Dispose of the marriage notice or door sign on the front door at end of evening. 

· Check kitchen, yard and storage areas for tidiness and cleanliness, complete kitchen handover checklist and ensure signed off by catering manager. Return checklist to Event Operations office.

· Ask Constabulary to lock the building down. 

· Once all checks have been made & everything is complete, end shift (noting time in Log Book) and then return keys and equipment to the Event Operations office, and any found property to Constabulary office.



Nash Team Leader:



 



Other Duties may include:



· Act as nominated First Aid person for the event (possibly)

· To meet and greet all visitors, guests and suppliers in a polite and courteous manner and provide assistance as requested.

· Assist with facilitating access and egress of supplier vehicles onsite ensuring that Kew’s vehicle policy is adhered to at all times. Assist with monitoring the safe manoeuvring, parking, loading and unloading in the appropriate areas. 

· Assist the registrars to park and reach their destination, dealing with any queries.  

· Liaise with Constabulary in order to bring the bridal vehicle onto site, escort the car on foot on agreed vehicle routes as required.

· Carry out random patrols.

· Escort guests to and from Explorer garden trips as necessary. 

· Check that caterers do regular collections of glasses and bottles from areas in use.

· To switch on lights at dusk or at the request of the event manager.

· Assist the car park steward with guest parking if required. 

· Report any quality issue / malfunction / damage to the equipment to Event Manager as soon as practicable.

· Monitor the event for any inappropriate use of Kew property and gardens and report any abuse to the Event Manager.

· Record all incidents to the Event Manager and the Constabulary Control if necessary. 

· Ensure suppliers are adhering with all venue policies, including but not limited to Health & Safety, venue protection and licensing. 

· To assist with any specialist access requirements. Escorting guests with mobility issues and inform guests of alternative provision of facilities required..

· Assist Kew event guests and Kew day visitors wherever possible. 

· Ensure that guests smoke outside – no smoking inside any venues

· Assist the Event Manager in conducting an emergency evacuation if a fire alarm should sound.

· Deal effectively and diplomatically with any incidences of difficult behaviour with the potential to cause harm to any guest, staff member, supplier or the venue itself. 

· Any other duty that is reasonable and requested by the Event Manager and that will assist in the smooth running of the event



At the end of the event:



· Check that all windows, internal and external doors are closed / locked in all buildings 

· Check toilets for stragglers and ensure all guests have exited venue.

· Ensure that all guests have moved over the Orangery for dinner 

· Ensure caterers spot sweep the venue of any mess and remove all of their equipment and any rubbish from within the venues and surrounding areas 

· Dispose of the private event / marriage notice on the front door at end of evening. Collect in all signage and barriers and return to relevant storage locations. 

· Once all checks have been made & everything is complete, end shift and then return keys and equipment to the relevant location, and any found property to Constabulary office. 

· Sign off with Event Manger and depart. 







Orangery Team Leader: 



At the commencement of the event:



· Be in possession of their individual Kew Access Pass (which shall have been previously activated by Kew Enterprises).

· Be in uniform and booked on at Kew in preparation for briefing by Kew five minutes prior to the start time for the event. 

· Report to the nominated Kew Event Manager for an event briefing.  

· Take responsibility for the overall management of security and stewarding at event. 

· Be responsible for cascading the Kew briefing to all stewards 

· Audit steward attendance i.e. ensures all stewards are in attendance and promptly deal with absences.

· Check all stewards are appropriately attired 

· Collect keys, radios and necessary equipment from Constabulary and Events office as directed by Event Manager.

· Check the equipment provided by Kew Enterprises, distribute as appropriate to the event and ensure all equipment is returned to the appropriate location at the end of the event. 

· Report any quality issue / malfunction / damage to the equipment to Event Manager as soon as  practicable 

· Arrange breaks and relief cover for stewards as appropriate and necessary.

· Co-ordinate  the security response to any emergency liaising as appropriate with the Event Manager and Control Room 

· Monitor the event for any inappropriate use of Kew property and gardens and report any abuse to the  Event Manager

· Unlock all the relevant building doors, ask Constabulary to unlock where necessary. 

· Check there are no immediate works, cleaning or similar within the venue. 

· Put up relevant event signage and barriers where required.

· Deal effectively and diplomatically with any incidences of difficult behaviour with the potential to cause harm to any guest, staff member, supplier or the venue itself. 



  



Other Duties may include:



· Act as nominated First Aid person for the event (possibly)

· Ensure that your team of security personal are doing as required throughout the event and assist them as required

· To meet and greet all visitors, guests and suppliers in a polite and courteous manner and provide assistance where requested.

· Ensure the day catering staff close the Orangery to day visitors at the agreed time, and ensure day visitors are redirected to alternative facilities. 

· Assist with the departure of day guests so that cleaning and furniture removal can commence, if requested by day caterer. 

· Assist with facilitating access and egress of supplier vehicles onsite, ensuring that Kew’s vehicle policy is adhered to at all times. Assist with monitoring safe manoeuvring, parking, loading and unloading of vehicles in appropriate area and a timely manner.

· Carry out random patrols.

· Manage guest movement to or from Kew Explorer or other venues as required, maintaining liaison with Event Manager and other venues as appropriate.

· Check that caterers do regular collections of glasses and bottles from areas in use.

· Ensure lighting to pathways  and emergency evacuation areas is in position and switched on by desk or at the request of the Event Manager.

· Assist the herb car park steward with parking as required. 

· Report any quality issue / malfunction / damage to the equipment to Event Manager as soon as practicable.

· Monitor the event for any inappropriate use of Kew property and gardens and report any abuse to the Event Manager.

· Record all incidents to the Event Manager and the Constabulary Control if necessary. 

· Ensure suppliers are adhering with all venue policies, including but not limited to Health & Safety, venue protection and licensing. 

· To assist with any specialist access requirements. Escorting guests with mobility issues and ensuring access routes are kept clear. Inform guests of alternative provision of facilities and access routes as required.

· Assist event guests and day visitors wherever possible. 

· Ensure that guests smoke outside – no smoking inside the venues.

· Assist the Event Manager in conducting an emergency evacuation if a fire alarm should sound. 

· Assist with the event procedures within the Princess of Wales Conservatory, with a particular focus on ensuring a smooth handover from the day visitor operation, and ensure that the stewards are in position and adhering to their roles.  

· Any other duty that is reasonable and requested by the Event Manager and that will assist in the smooth running of the event



At the end of the event:



· Ensure service of alcohol ceases at bar closure time and that entertainment finishes in line with Kew’s premises licence or agreed event end time if different. 

· Check that all windows, internal and external doors are closed / locked in all buildings 

· Check toilets for stragglers. Check all guests have safely left via the Elizabeth Gate.

· Ensure relevant team members manage guests to ensure departure in a timely manner to avoid causing a nuisance to local residents – ask guests to take public transport or assist them in arranging private transport for them.

· Assist buggy steward in managing supplier vehicle access and manoeuvres. 

· Ensure caterers remove all of their equipment and rubbish from within the venues and surrounding areas. 

· Ensure the caterers sweep and mop the floor as required by the Dual Use Policy (under advisement of Event Manager). 

· Ensure all suppliers have removed all their kit and left the place exactly as found. 

· Collect in any signage and barriers and return to relevant location. 

· Once all checks have been made & everything is complete, end shift and then return keys and equipment to the relevant location, and any found property to Constabulary office. 

· Liaise with day catering Duty Manager and Kew Control to ensure building is locked and alarmed.

· Sign off with Event Manger and depart. 







Steward/Security roles:





Cambridge Cottage Additional Steward

· Be in possession of their individual Kew Access Pass (which shall have been previously activated by Kew Enterprises)

· Be in uniform and booked on at Kew in preparation for briefing by Kew five minutes prior to the start time for the event 

· Attend the Kew Enterprises briefing for the event

· Be positioned primarily in the Garden, Ante Room or Foyer as required for the duration of the shift

· Ensure children are safe within the garden 

· Keep children away from danger / ask parents to look after their children responsibly if required.

· Ensure no damage is sustained to the venues, natural collections or wider gardens by guests.  

· Assist event guests and day visitors wherever possible. 

· Ensure members of the public do not enter the venue hire space (inside the white wall) and that the private event signage stays in place.

· Keep doors of room in which evening entertainment is taking place closed once amplified music starts. 

· Ensure glassware and crockery remains within white wall area of Duke’s Garden, with the exception of when guests are moving to a non-stop Explorer tour .

· Assist Event Manager with escorting guests to and from Explorer tours or other venues as necessary.

· Take & record sound monitor readings from edge of lawn every 30 minutes in the position advised by the Event Manager, operating the monitor as instructed by the Event Manager. Monitor audibility of amplified entertainment from boundary and take appropriate action if required. 

· Assist with conducting an emergency evacuation of the venue if a fire alarm should sound.

· Assist with taxi booking and helping guests upon departure. 

· Assist Door Steward with quiet departure of guests and suppliers at end of event





Nash, Orangery and other venue stewards:  

These roles will vary depending on what job and position they are given throughout the event. They may need to swap roles as the day progresses, if directed by Event Manager or Team Leader. They need to be flexible and personable at all times. 

Example duties:

· Be in possession of their individual Kew Access Pass (which shall have been previously activated by Kew Enterprises) – if applicable.

· Be in uniform and booked on at Kew in preparation for briefing by Kew five minutes prior to the start time for the event 

· Attend briefing by the Team Leader or Event Manager at the start of an event.

· Follow the instructions of and report to the Team Leader

· Comply with all other instructions that are reasonable and requested by the Event Manager and that will assist in the smooth running of the event.

· Perform the role assigned to them for the duration of the event  

· Use Kew equipment appropriately and report any quality issues / malfunction / damage to the Team Leader immediately 

· Maintain a position at the Elizabeth Gate, primarily to greet, direct and provide assistance to event guests, whilst also assisting day visitors if requested. 

· Maintain a position at the Herbarium car park, ensuring the exclusive use for event guests. Provide advice on closure times and direct to event entrance as required.

· Maintain a position at a subsidiary venue to provide access to toilet facilities on an exclusive basis to event guests. 

· Provide directional support and assistance to guests when moving between venues onsite.

· Facilitate supplier access, set up and egress in Princess of Wales Conservatory, ensuring that venue rules and regulations are adhered to at all times and that no disruption is caused to day visitors. 

· Politely interact with day visitors explaining why areas are closed, suggesting alternatives where appropriate and answering all questions utilizing any garden knowledge.

· Drive the wedding couple and photographer around the Gardens on golf buggy to key photographic locations, as specified by clients or photographer, whilst ensuring that onsite rules and regulations are adhered to. 

· Utilise golf buggy to facilitate access and egress of supplier vehicles onsite, ensuring that Kew’s vehicle policy is adhered to at all times. Manage suppliers to safely maneuver vehicles for unloading, loading and parking in designated areas, ensuring minimal impact on other users of the Gardens.

· Escort elderly and disabled guests where necessary and possible with the buggy. 

· Ensure the guests and children are safe within the gardens at venues at all times 

· Keep children away from danger / ask parents to look after their children responsibly 

· Ensure garden / plants not damaged by children or guests 

· Provide golf buggy assistance to guests with reduced mobility where appropriate, as directed by Event Manager. 

· Ensure signage to alter day visitors to the event area is correctly positioned, monitor areas to ensure day visitors do not enter venue hire spaces and provide assistance if required.

· Monitor noise levels pertaining to amplified entertainment and report to Event Manager or Team Leader if found to be at unacceptable levels. Take action to reduce noise levels (e.g. closing doors/windows) as requested.

· Ensure glassware remains within the event spaces with the exception of Explorer tours, and conduct sweeps to avoid glassware or other catering materials being left on lawns, pathways, flower beds or similar. 

· Assist with escorting guests to and from Explorer trips as necessary.

· Assist the Event Manager / Team Leader in conducting emergency evacuations if a fire alarm should sound

· Provide taxi numbers to help guests depart for the evening 

· Assist with quiet departure of guests and suppliers at end of event



SIA additional responsibilities

Events with service of alcohol will require a small number of positions to be held by SIA qualified staff. Roles and responsibilities will be the same as for other stewards, but will also include monitoring any aspects of the event affected by Kew’s premises licence, for example enforcing bar closure and entertainment finish times, and ensuring all alcohol is consumed only within the premises.



SIA staff will also need to deal effectively and diplomatically with any incidences of difficult behaviour with the potential to cause harm to any guest, staff member, supplier or the venue itself. 
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2016 Event Statistics.xlsx
Sheet1

		Historical Event Data - 2016



		Table 1 - Events by month

		Venue		January				February				March				April				May				June				July				August				September				October				November				December

				Private*		Corporate**		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate		Private		Corporate

		Cambridge Cottage		1		0		1		0		0		5		6		2		5		1		7		8		8		7		13		2		8		3		5		5		2		5		2		1

		Trivenue, Nash Conservatory & Orangery or Princess of Wales Conservatory & Orangery		0		0		1		0		1		1		0		0		6		1		6		1		4		0		6		0		10		0		4		0		0		0		1		0

		Nash Conservatory		0		1		0		0		0		0		0		0		0		1		0		4		0		0		0		0		0		1		0		1		0		0		4		1

		Orangery		0		0		0		0		0		0		0		0		0		0		0		3		1		0		0		0		0		0		0		0		0		0		0		0

		Sir Joseph Banks Building or SJBB & Nash		0		0		0		1		0		0		0		0		0		0		0		0		0		3		0		0		0		2		0		0		0		0		0		0

		Quadruple venue		0		0		0		0		0		0		0		0		0		0		0		0		0		0		2		0		0		0		0		0		0		0		0		0

		Other		0		0		0		0		0		1		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0

		Commercial Media***		2				3				9				5				5				1				3				5				4				5				6				8



		Table 2 - Events by day of the week

		Venue		Monday				Tuesday				Wednesday				Thusday				Friday				Saturday				Sunday

		Cambridge Cottage		7				12				12				11				24				25				7

		Trivenue, Nash Conservatory & Orangery or Princess of Wales Conservatory & Orangery		0				0				1				1				9				23				7

		Nash Conservatory		2				1				1				2				2				4				1

		Orangery		1				0				0				1				1				0				0

		Sir Joseph Banks Building or SJBB & Nash Conservatory		0				1				1				3				1				0				0

		Quadruple venue		0				0				0				0				1				1				1

		Other		0				0				1				1				0				0				0

		Commercial Media		8				12				9				12				15				0				0

		No events were held on Bank Holidays



		* Private events - any event not booked by a company, which can include wedding ceremonies and receptions, wedding anniversaries, birthday parties, wakes and coming of age celebrations

		** Corporate events - any event booked by a company, which can include conferences, away days, drinks receptions, dinners and awards ceremonies

		*** Commercial media - photography and film shoots



		Other venues refer to one off events taking place in venues not commercially available


















