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Appendix Three – Stewarding service requirements

Screening of Visitors

During events it will be the responsibility of the Contractor to screen and approve a person’s suitability to enter the premises and in conjunction with the on-site security staff to manage and adequately control access and egress into specific areas of the venue and to ensure that at no time unauthorised individuals are allowed to enter specific zones. The Contractor shall be responsible for politely challenging any person not in possession of an appropriate pass, ticket or accreditation to maintain the safety and integrity of the Site.

The Contractor shall have established procedures to escalate any potential intrusion, including calling for immediate security attendance.  The Employer will reserve the right to review these procedures, which shall be in place at the commencement of the mobilisation period, and to agree with the Contractor any variations that shall prove necessary. 

The Contractor will be responsible for the control of vehicular access and egress into the Loading Bay areas of the Site and to ensure that at no time unauthorised vehicles are allowed to enter without accreditation. 


Patron & Vehicle Searches

The Contractor will, on request, be responsible for the screening and searching of venue attendees and the confiscation of unauthorised and/or prohibited items. 

The Contractor will, on request, be responsible for the screening and searching of vehicles accessing the venue.

The Contractor will ensure that searches will be compliant with SIA licensing criteria and will work within the guidelines of the Employer’s door and search policy.  
Identification of non-authorised selling of merchandise  
In conjunction with onsite security staff, the Contractor will assist in the identification and control of any unauthorised selling or illegal sales activity. The Contractor will work in conjunction with security staff and any external authority to assist in the removal of individuals involved in such activity across the campus. 


External visitor management

The Contractor will be responsible for internal and external crowd management.

The Contractor will advise in the planning, preparation and provision of crowd management activities, based on the audience profiles determined by the Employer, to provide excellent customer services and obviate the need for crowd control action involving forced restraint. 

During the course of events, and at any other times it may be deemed necessary, the Contractor’s staff shall remove from the Site (inclusive of the multi storey car park), any persons who are identified by the Employer, Contractor, authorised agents or the Employer’s client as being unwanted visitors. This may require the assistance of other agencies and it is a requirement that the Contractor’s staff to inform Security Control and the Employer’s Operational Representative of the call for assistance at the time the call is made. 

All removals of personnel from the Site are to be made with due regard for the health and safety of all involved and as well as the potential for review and investigation by the Employer, regulatory authorities and the media. It is imperative that all staff involved in removal activity are appropriately trained in the latest industry techniques, qualified, licensed and equipped.  

Control of Front of Stage Pit & Backstage Areas

The Contractor (if required by the Employer’s client) shall provide stewarding of client areas including the front of stage pit, backstage areas, and crew and exhibitor areas. The Contractor shall provide these Services on completion of the appropriate risk assessment and in accordance with best industry practise. The Contractor shall provide stewards who have manual handling training and the relevant experience for the associated duty.

Box Office Queue Management 

The Contractor will collaborate with the onsite security staff in the protection and security of all people and property on and around the Site and will provide queue management support to ACC Liverpool box office during event on sale and event open periods.
Ticket and Accreditation Inspection

The Contractor will be responsible for the controlled stewarding of entrances, exits and restricted access doors. The process for this will include responsibility of scanning/ validating event tickets and delegate accreditation.
Customer Service Enquires

The Contractor’s staff will represent the Employer and should possess key qualities including the ability to provide a high standard of customer service and presentation. They will represent the Employer in providing a welcoming service to customers, offering support, assistance and directional guidance during their visit. 

Cloakroom Duties & Prohibited Items

The Contractor will upon request, provide staff to assist with cloakroom duties and the successful management and detainment of prohibited items during the event open period.

The Contractor shall, on request by the Employer, provide Contractor’s staff to deliver a Cloakroom Service on an ad hoc basis depending upon the requirements of the event. The cloakroom service may be undertaken in the Galleria and Exhibition Centre Cloakroom or in other locations across the Site. 

The Services will include:- 

· Cloakroom staff 

· Handling and storage of personal belongings 

· Management of a ticketing system for deposit and collection of items 

· Cash collection, if applicable to the event. 

The Contractor shall ensure all Contractor’s staff providing the Cloakroom Service have appropriate manual handling and customer service training. 

The Contractor shall provide an auditable system to ensure appropriate management of deposit and collection of all items, cash collection and reconciliation. When applicable, the Contractor’s Operational Representative shall provide a detailed breakdown of income generated to the Employer’s Operational Representative after every event. 

The Contractor shall be fully liable for all items under the supervision of the Contractor’s staff operating the cloakroom service.

Removal of Litter

The Contractor will provide stewards who are flexible in approach and prepared to assist both internally and externally in the removal of litter/small spillages or other minor cleaning requirements.


Traffic Management

The Contractor shall provide management of vehicular traffic to all internal and external areas and roads during events as identified by the Employer. The size and profile of the event will determine the volume of vehicles and pedestrians entering and exiting the Site.
The Contractor must be able to demonstrate and provide appropriately trained and competent traffic management staff to work within the framework of the Employers Event Management Strategy. 

The Contractor will provide an agreed, event specific number of Banks man trained stewards for traffic management duties if requested. 

Stewarding - Associated Services

At the discretion of the Employer and in the interest of an event, the Contractor’s stewarding staff may be called upon to carry out duties outside the normal scope of stewarding and may act in other front of house positions as and when there is a business need. The Employer expects all stewarding staff to be skilled in all aspects of customer care to allow for redeployment as and when required.

The Contractor shall provide a specialist drug and explosive dog search capability when deemed necessary by the Employer.
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