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GUIDES & SOPS

Salon SOP Handbook

The core standard operating procedures every team member should know — from opening the doors to
handling a client complaint.

Contents
* 1. Opening & Closing Procedures
* 2. Hygiene & Sanitation Protocol
* 3. Client Service Standards
* 4. Booking, Rescheduling & Cancellations
* 5. Handling Client Complaints

* 6. Emergency Procedures
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1. Opening & Closing Procedures

Opening (see full Opening Checklist for detail)
* Arrive 30 minutes before the first appointment
* Unlock, disarm alarm, turn on lights, music, and equipment
* Sanitize all stations and restock tools, towels, and disposables
* Open the POS system and count the cash float

* Review the day's schedule for VIP or first-time clients

Closing
* Confirm no client is left unattended — last service always takes priority over closing tasks
* Sterilize and put away all tools; wipe down every station and the reception desk
* Reconcile the cash drawer against the POS end-of-day report
* Restock any items that ran low today so tomorrow's opener isn't caught short

* Set the alarm and lock all doors and windows before leaving

2. Hygiene & Sanitation Protocol

* Wash hands or sanitize before and after every client

* All metal tools are cleaned, disinfected, and stored in a closed container between uses

* Single-use items (razors, files, applicators) are disposed of after one use — never reused

* Towels and gowns are changed for every client, never reused between clients

* Stations, chairs, and shared surfaces are wiped down with disinfectant between every client

* Any staff member feeling unwell should inform the manager before their shift, not after

3. Client Service Standards

* Greet every client by name within 30 seconds of arrival

* Offer a beverage (water, tea, coffee) within the first 5 minutes

* Confirm the service and any known preferences/allergies before starting

* Walk the client through what you're doing, especially for chemical or new services

* Check in on comfort (temperature, pressure, timing) partway through longer services
* Recommend at most 1-2 relevant retail products — helpful, not pushy

* Thank the client by name and confirm their next booking before they leave
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4. Booking, Rescheduling & Cancellations

* Confirm service, stylist, date, and time back to the client before ending the call/chat

* First-time clients and high-value services require a deposit (see No-Show & Cancellation Policy)
* Reminder messages go out automatically at 48 hours and 24 hours before the appointment

* Reschedules follow the same 24-hour notice window as cancellations

* Always offer the next available slot with the same stylist first when rescheduling

5. Handling Client Complaints

* Listen fully before responding — don't interrupt or get defensive

* Acknowledge how the client feels, even if you don't yet agree with the specifics

* Involve a senior stylist or manager for anything beyond a simple fix

* Offer a concrete next step: a correction appointment, a partial refund, or both, per manager approval
* Follow up personally 2—3 days after the resolution to confirm the client is satisfied

* Log every complaint (even small ones) so patterns can be spotted and fixed at the root

6. Emergency Procedures

Medical emergency
* Stay calm and keep the client seated or lying down as appropriate
* Call emergency services immediately for anything beyond minor first aid
* Notify the manager on duty right away

* Do not move an injured person unless there is immediate danger

Fire
* Sound the alarm and begin evacuation immediately — do not attempt to fight large fires
* Direct clients and staff to the nearest marked exit, calmly and without running
* Meet at the designated assembly point and take a headcount

* Call emergency services once everyone is safely outside

Allergic reaction during a service
* Stop the service immediately and rinse/remove the product if applicable
* Assess severity — for any difficulty breathing or swelling, call emergency services immediately

* Notify the manager and document the product used and reaction for the client's file

This handbook should be reviewed with every new hire during onboarding, and revisited as a full team at least
once a year or whenever a procedure changes.
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