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Introduction 

All SOPs are important to read and adhere to. Failing to adhere to this SOP in particular 
could bring severe consequences. This SOP outlines how to open, operate, and close the 
bookstore cash register. As this task involves handling money, it is extremely important 
that this SOP be followed. If at any time you are unable to resolve a problem in the 
bookstore regarding the cash register or credit card machine, immediately seek the 
assistance of a supervisor. 

Procedure 

Opening Procedure 

1. Take the Keys from the drawer underneath the cash register 
2. Insert Key into cash register  
3. Turn the key to X1/Z1 
4. Hit the CA/AT button (step back money drawer will open) 
5. Rip the “X” Tape  
6. Put the “X” tape in the White Envelope 

a. The White Envelopes are in the drawer underneath the cash register 
7. Pullout money drawer from cash register 

a. Money should be in the money drawer in the safe 
8. Count out all the money in drawer (there should be $100.00 in the drawer) 

a. If not count out a $100.00 and put in money drawer 
9. Place White Envelope in the cash register under the money drawer 
10. Place money drawer back into the cash register 
11. Close Cash register drawer 

Cash Sale Procedure 

1. Greet Customer  
2. Type in price of item (no decimals) 
3. Hit the Sales Taxable button 
4. Repeat Steps 2 and 3 for every item 
5. Press the subtl (Subtotal key) when finished with purchases 
6. Type in the amount of cash the customer gave you 
7. Hit the CA/AT (drawer will open) and give them the change (if any) 
8. Close Drawer 

Credit Card Sale Procedure 

1. Greet Customer  
2. Type in price of item (no decimals) 
3. Hit the Sales Taxable button 
4. Repeat Steps 2 and 3 for every item 
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5. Press the subtl (Subtotal key) when finished with purchases 
6. Hit the “CH” key (don’t forget) 
7. Swipe the credit/debit card through the machine  
8. Type in the amount (from subtl) 
9. When Prompted hit enter key to continue 
10. Have customer sign the merchant receipt 
11. Keep the merchant receipt 
12. Give customer debit machine receipt and register receipt 
13. Place merchant receipt under the money drawer 
14. Close drawer 

a. To void a credit card sale 
i. Press void 
ii. Enter invoice number 

iii. Correct? To void press enter 

Closing Procedures 

1. Insert Key into cash register 
2. Turn the Key to X1/Z1 
3. Hit the CA/AT button (step back the drawer will open) 
4. Rip the “X” tape (this will tell you all the sales up until this point) 

a. this number will be next to the TS on the bottom of the “X” tape 
5. Count all the money in the drawer 
6. Subtract any voids (if no voids skip this step) 
7. Subtract $100.00 from the cash in the register (the remaining amount should equal 

the total cash sales) 
8. Place the credit card receipts in The White Envelope 
9. Go to the Credit card Machine 
10. Reports: Press Report: select Detail + Enter  
11. Press Function than batch: press clear for next transaction: to end review press 

cancel 
12. Press Totals To see subtotals press enter repeatedly until terminal reads no more 

totals.                                
13. Settlement: Press settle Password (0000) + Enter Sales Correct? Press enter to accept 

or Clear to reject  Refunds Correct? Press enter to Accept or Clear to Reject 
14. Retrieve the White Envelope 

a. Prepare to fill out the front of the envelope 
15. Put an X through the “Postage Income”, “Tape Rental”, and “Other” these will 

remain Blank 
16. Write in “Taxable Sales” box 

a. This will be on “X” tape next to the letters TX TL 
17. Write in any Non- Taxable sales  

a. this generally won’t happen, so skip step if necessary) 
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18. Write in the “TAX” box 
a. This will be the number next to the letters TX 

19. Write in the total under “Summary Tape” box 
a. This is [cash (CA) + credit card (CH) + TAX] 
b. Fill in the lines for Cash, MC/VISA, Amex, Discovery, and then total them on 

the bottom line (reference tape for this information)  
20. Write in any Voids in the “Less Voids” box (no voids skip step) 

a. Subtract them from total 
21. Write in the “Actual Receipts” box 

a. This is the actual amount that is being put in the receipt  
b. If there are any overages and shortages write in the “+/- box” 

22. Recount and Recount the money again (skip step if everything is balanced)  
a. If the money isn’t balancing out recount money 
b. If there is still a problem, turn machine off put money in the “safe” and tell 

Mike or Charlie 
23. Insert key into cash register 
24. Turn key to X1/Z1 
25. Hit the Decimal KEY (.) 
26. Hit the CA/AT BUTTON (back up the drawer will open fast) 
27. Write the “Z” clearing number in the space on the front of the envelope 

a. this is the number at the top of the receipt (under the date) 
28. Write your initials and write the date 
29. Turn off the lights and close the door (You’re done!) 

Errors – Voids or if the register crashes! 

1. Don’t Panic! 
2. If you didn’t hit the “taxable sales” hit the CL (clear) key and you are okay 
3. If you hit the “taxable sales,” just finish out the transaction as normal and Keep the 

receipt for later 
4. Re-ring the person’s sale (If necessary) 
5. Write void on the back of receipt along with a brief explanation of what happened  
6. Put this receipt under the drawer in the cash register 

Void on the Credit Card 

1. Insert the key into the register 
2. Turn the key to “Void” 
3. Re-Do the sales in the order it appears on the receipt (1st purchase, 2nd purchase, 

etc) 
4. Press the “CH” button 
5. Staple all receipts together (the visitors receipt and void receipt) 
6. Go to Credit Card Machine 
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7. Push Void Key 
8. Invoice Number + enter Correct? To Void Press Enter 

Desired Outcome 

Following this SOP should result in quick sales, increasing visitor satisfaction. More 
concretely, it will result in a balanced close-out at the end of the day. It is highly 
desirable to have the cash in the drawer line up with the cash register’s total. 
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NOTE: This is not a typical SOP. Standard SOP formatting will not be used. 

PART A: STAGE ONE ADMISSION – to be used on all Fridays, as well as Saturdays and 
Sundays anticipated to have low visitation due to weather, etc. The Lead Seasonal Ranger 
in charge of scheduling at the time, with input from staff and supervisors, determines 
whether to enact Stage One or Stage Two admission as part of the Morning Briefing. 

The Castle can be staffed with a minimum of five staff. At the start of the day, they are the 
following: 

1. Gate  
2. Courtyard A 
3. Courtyard B 
4. Tour Sweeper 
5. Tour Lead  

A sixth staffer may be added as Gate B if such staffing is available. 

The existing Opening SOP for the Castle is followed from 9 AM until 10 AM. Following 
completion of the Opening SOP: 

1. The Gate ranger sets up table by gate to Castle; on this table is a box with 75 admission 
tags, as well as a signboard with the following information listed: 

a. The Castle has a limited capacity. Please take an admission tag as you enter, and 
leave it behind when you leave. 

b. The Castle is open from 10:00 AM to 4:15 PM. 
c. The following sign is reversible, but begins on Side A: 

i. Side A: If there are no admission tags available, please form an orderly 
queue, and a Ranger or Volunteer will admit you when tags are 
available. 

ii. Side B: Due to high visitation, a time pass good for an hour-long visit is 
required to enter the Castle. Please visit the Gazebo (located on your left) 
for your time pass. 

d. The following sign is reversible, but begins on Side A: 
i. Side A: Interior and roof tours are offered every half hour on the hour 

and half hour. They are limited to 15 visitors per tour. Please inquire with 
a Ranger about free tickets. 

ii. Side B: Interior and roof tours are offered every half hour on the hour 
and half hour. They are limited to 15 visitors per tour. Please inquire at 
the Gazebo (located on your left) for a free ticket. 

2. Starting at 10 AM, the Gate Ranger admits visitors on a first-come, first-served basis. 
Each visitor MUST take an admission tag, and MUST return it when they leave; the Gate 
ranger must enforce this. 

3. If all the tags are taken, the Gate ranger must control a queue around the Castle. 
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a. If the Gate ranger needs assistance controlling the line, they may call over the 
radio for Courtyard B to assist them. 

b. If the line becomes unmanageable or becomes more than ten visitors long, the 
Gate ranger may call for Stage Two admission. See Part C for this procedure. 

4. Courtyard A manages roof tour tickets. These tickets are in the form of stickers (similar 
to the NHLD tour tickets). On the sheet, the tickets change colors every 15 stickers. Only 
visitors with that half-hourly chunk’s tickets may join that tour. 

a. Visitors should be directed to assemble by the door to Staircase C (the central 
staircase) approximately five minutes before the tour begins. 

5. Courtyard B hovers near the entrance to the Castle to assist Gate with ensuring that 
admission tags are returned. 

6. The Castle closes at 4:15 PM, at which point the Gate ranger prevents all access to the 
Castle, and all other Rangers sweep the entire building. 

a. Tour Lead takes the third floor and the roof. 
b. Tour Sweep takes the second floor. 
c. Courtyard A takes the courtyard and open ground-floor casemates. 
d. Courtyard B assists as necessary. 
e. All other procedures are followed as per the existing Closing SOP. 

PART B: STAGE TWO ADMISSION; 10-4:15 – to be used from the day’s start on Saturdays 
and Sundays when normal visitation is anticipated. The Lead Seasonal Ranger in charge of 
scheduling at the time, with input from staff and supervisors, determines whether to enact 
Stage One or Stage Two admission as part of the Morning Briefing. 

The Castle can be staffed with a minimum of five staff. At the start of the day, they are the 
following: 

1. Gate  
2. Courtyard A 
3. Gazebo 
4. Tour Sweeper 
5. Tour Lead  

A sixth staffer may be added as Gate B or Courtyard B, at Gate’s discretion, if such staffing 
is available. 

1. The Gate ranger sets up table by gate to Castle; on this table is a box with 75 admission 
tags, as well as a signboard with the following information listed: 

a. The Castle has a limited capacity. Please take an admission tag as you enter, and 
leave it behind when you leave. 

b. The Castle is open from 10:00 AM to 4:15 PM. 
c. The following sign is reversible, but begins on Side B: 
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i. Side A: If there are no admission tags available, please form an orderly 
queue, and a Ranger or Volunteer will admit you when tags are 
available. 

ii. Side B: Due to high visitation, a time pass good for an hour-long visit is 
required to enter the Castle. Please visit the Gazebo (located on your left) 
for your time pass. 

d. The following sign is reversible, but begins on Side B: 
i. Side A: Interior and roof tours are offered every half hour on the hour 

and half hour. They are limited to 15 visitors per tour. Please inquire with 
a Ranger about free tickets. 

ii. Side B: Interior and roof tours are offered every half hour on the hour 
and half hour. They are limited to 15 visitors per tour. Please inquire at 
the Gazebo (located on your left) for a free ticket. 

2. Starting at 10 AM, the Gate ranger monitors the Castle’s entrance. Visitors will be 
allowed to enter the Castle and take an admission tag without a time pass if the 
following conditions are met: 

a. The group entering is smaller than 5 in number 
b. Gazebo has not informed Gate of a shortage of time passes 
c. More than 15 admission tags remain undistributed 
d. Gate believes this to be appropriate, because is visitation is slow at this time 

2. In any other case, all traffic is redirected to the Gazebo to pick up a time pass. 
3. Gazebo distributes time passes at a table in the NPS Gazebo, and they take the form of 

stickers. They are marked with the times they are good for, in hourly increments. There 
are 60 of each time pass. This means there are time passes for the following times: 

a. 10:00 AM – 11:30 AM  
b. 11:30 AM – 12:30 PM 
c. 12:30 PM – 1:30 PM 
d. 1:30 PM  – 2:30 PM 
e. 2:30 PM – 3:30 PM 
f. 3:30 – PM to 4:15 PM 

4. Gazebo may distribute any time pass that is still valid, either presently or in the future. 
This means that at 1:00 PM, they may distribute time passes for 12:30 PM – 1:30 PM or 
any later time. A time pass which is “partially expired” is only good until the end of its 
stated time slot; a 12:30 PM – 1:30 PM pass distributed at 1:00 PM is therefore only 
good for 30 minutes. 

5. If Gazebo has distributed more than 40 of a time pass for any given time slot, Gazebo 
will radio to Gate to inform of this both as soon as it happens, and, if applicable, 
shortly before that time slot begins. Gazebo will radio again if they have distributed all 
of a certain slot’s time passes. 

a. Once receiving a call about a time pass shortage, Gate may no longer admit  
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6. Once a visitor arrives with their time pass, Gate gives them an admission tag in order to 
monitor the total number of visitors in the Castle at any given time. These visitors are 
required to return their time passes upon leaving the Castle. 

7. If all admission tags have been distributed but visitors with valid time passes are 
attempting to gain entrance to the Castle, this means visitors with expired time passes 
are still inside the Castle. Gate will make a radio call to Courtyard A, who will sweep 
the Castle for expired time passes and escort these visitors out of the Castle. Only after 
these visitors have left may more visitors be allowed inside. 

8. Gazebo manages roof tickets. Gazebo should make it clear upon distributing time 
passes that roof tour tickets are only available through him/her. These tickets are in the 
form of stickers (similar to the NHLD tour tickets). On the sheet, the tickets change 
colors every 15 stickers. Only visitors with that half-hourly chunk’s tickets may join that 
tour. 

a. In the event that roof tour tickets are available but time passes are not, a visitor 
may request exclusively a roof tour ticket. Gazebo should radio to Gate to 
inform them that a visitor will be entering the Castle for a roof tour only, and 
needs to be escorted out after the tour. 

b. Visitors should be directed to assemble by the door to Staircase C (the central 
staircase) approximately five minutes before the tour begins. 

9. Courtyard B hovers near the entrance to the Castle to assist Gate with ensuring that 
admission tags are returned. 

10. The Castle closes at 4:15 PM, at which point the Gate ranger prevents all access to the 
Castle, and all other Rangers sweep the entire building. 

a. Tour Lead takes the third floor and the roof. 
b. Tour Sweep takes the second floor. 
c. Courtyard A takes the courtyard and open ground-floor casemates. 
d. Gazebo puts away the Gazebo materials, and assists as necessary in the Castle. 
e. All other procedures are followed as per the existing Closing SOP. 

PART C: STAGE TWO ADMISSION; MID-DAY OPS CHANGE - to be used when Gate 
makes the call to switch to Stage Two Admission (see Part A 3-b) 

1. This scenario only occurs when the Castle was opened according to Stage One 
Admission procedures, but Gate makes the call to switch to Stage Two Admission 
procedures, as outlined in Part A 3-b. 

2. Staffing changes to the following, identical to Part B staffing: 
a. Gate  
b. Courtyard A 
c. Gazebo 
d. Tour Sweeper 
e. Tour Lead  

3. This means Courtyard B leaves the Castle to set up the Gazebo, taking the roof tour 
tickets from Courtyard A at this time. 



Castle Williams Admissions Plan 
 

Bell 
October, 2011 Page 5 
 

4. Gate reverses both reversible signs on the signboard to Side B. 
5. All currently queued visitors for entrance into the Castle are allowed to enter as 

admission tags become available,  but no new visitors shall be allowed to join the 
queue, and will be redirected to the Gazebo for acquire a time pass. 

6. Gazebo will not distribute time passes for the current hour, to allow number of visitors 
in the Castle to fall. This means if the call to switch to Stage Two is made at 12:15, no 
time passes will be distributed until the 1:00 PM – 2:00 PM time slot. 

7. All other operations occur as outlined in Part B. 
8. NOTE: Once the call is made to switch to Stage Two Admission, this change is 

permanent and cannot be reversed for the rest of the day. 

PART D: ORIENTATION TOURS – this part is experimental in nature and may be changed 
if necessary as we acquire a better understanding of how the Castle operates 

1. 15 tickets, in the form of stickers, are carried by the ranger giving an orientation tour. 
2. These tickets provide access to the Castle as part of the orientation tour, and should be 

distributed on a first-come, first-served basis. 
3. After all 15 tickets have been distributed, additional visitors on the tour can only be 

admitted if (under Stage One Admission) there admission tags available or (under 
Stage Two Admission) they already have a time pass. 

4. Visitors beyond the initial 15 to the tour should be made aware as they arrive 
that they are not guaranteed admission to the Castle. 
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Introduction 

Visitor use statistics are among the most important quantitative data that a Park can 
collect. These numbers ensure the continued funding of the Park, allow for more hiring, 
provide insight into what’s working and what isn’t, and allow greater understanding of 
the public experience of the site. Inconsistent, inaccurate, or otherwise poor reporting 
habits can have adverse effects on the Park as a whole. 

This SOP will detail the process of collecting, digitizing, reporting, and analyzing visitor use 
statistics. 

Procedure 

Prepare record sheets 

1. Data are collected by way of the Governors Island National Monument Statistics 
Record Sheet, kept in log books at Castle Williams, the Park Bookstore, and the 
Battery Maritime Building 

2. Contacts that are made in Castle Williams or to visitors in line to the Castle are to be 
recorded in the log book in the Castle, contacts made at the BMB should be 
recorded there, and all other contacts should be reported to the Bookstore log 
book, either in person or via radio transmission 

a. Note that this is simply a best practice, not a hard and fast rule. If a ranger 
greeted visitors at Soissons Dock and forgot to report this until they are at 
their station at Castle Williams, it is acceptable to note the dock greet in the 
Castle Williams logbook 

3. Understanding the record sheet 
a. The sheet is divided into several sections: Roves, Daily Programs, Drop-in 

Programs, Waystations, Living History/Weapons Demos, and Junior Ranger 
Book Tally, on the front, with Castle Williams Roves, Castle Williams Roof 
Tours, and Castle William Drop-in Programs on the back. There is also space 
for additional records and notes 

b. For each record made, the recorder must determine where it should be 
placed on the sheet and how to fill in each field. This is very simple: informal 
contacts (“roves”) should be placed under the “Roves” table. Daily Programs 
refers to tours or other programs that occur each day. Drop-in programs 
refer to any other programs. All programs occurring at Castle Williams 
should be recorded on the back of the sheet. 

Record data 

1. Each sheet must be dated when it is started, and when one sheet fills for the day, 
whomever records the next entry must start a new one. There should be an ample 
supply in every log book at all times 
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2. Records should be made on a consistent and frequent basis; if possible every half 
hour, and certainly immediately following every formal program  

3. Any particular notes of interest, or records that do not fit well anywhere else, 
should be noted freehand in the Notes and Other Records section on the back of 
the sheet 

4. A very important note: location names must be standardized, and only one 
location may be listed per entry. If a ranger is walking between Colonel’s Row and 
Castle Williams and radios a record to the bookstore as “I roved to 8 people 
walking between Colonel’s Row and Castle Williams,” this data becomes more 
difficult to categorize. Rangers should be encouraged to either choose a single 
location where the majority of the contacts took place, or to record two separate 
entries. Additionally, reporting unusual locations—say, “Andes Road” or “leaving 
107” should be simplified to a “General Rove.” The current list (2012) of reportable 
locations is a follows, although the Collateral Duty Statistics Coordinator may 
change it in the future: 

a. Fort Jay 
b. Castle Williams 
c. Colonel’s Row 
d. Nolan Park 
e. Soissons Dock 
f. Dock 101/Brooklyn Dock 

g. Dock 102 
h. Picnic Point 
i. Harbor Map 
j. Bookstore 
k. BMB 
l. General

5. Another important note: the current mechanism for recording statistics for non-
public access days is to simply report visitation numbers to the Collateral Duty 
Statistics Coordinator either verbally or via email, and for the coordinator to 
directly input these numbers onto the Excel spreadsheet for each month (see 
below). No record sheet is used. 

Digitize data 

1. At the beginning of every new workweek (as of 2011, usually a Wednesday), the 
compiler should assemble all three logbooks so that he or she might enter the 
contents into an Excel spreadsheet  

2. The template for this spreadsheet can be found in the Statistics folder on the 
AllUsers drive or in the Visitor Use Statistics SOP folder 

3. While entering the data is relatively straightforward, sometimes categorizing a 
record made by a ranger is not 

a. An entry marked “Fort Jay Rove” is simply added to the Fort Jay column on 
the spreadsheet. An entry marked “Living History Rove Nolan Park Kids” int 
Additional Notes and Records section may be more difficult to classify; the 
compiler’s judgment must be used. The important factor here is logical 
consistency over the course of the season—if the previously mentioned entry 
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is classified as a Kid’s Program, similar informal programs given to children 
should always be logged as such 

4. At the end of each month, the microtables below the main spreadsheet table must 
be filled out. These mostly involve copying data from the above larger table, but 
some of them involve reclassifying data—the Ed Programs table, for instance. 
Supervisory input should be sought for this, as modes of categorization change 
from year to year 

Report data 

1. At the end of every month, all data must be submitted to WASO. Use a web 
browser to navigate to the following URL: http://www2.nrintra.nps.gov/mpur/ 

2. When asked to log in, use the Username SAHI and the Password SAHI. Select GOIS 
as your National Park, and then select Input Data  

3. Under “Number of Interpretive Tours”, enter the total number of tours given, 
including special tours, VIP tours, special programs, weapons demonstrations, 
anything—but ONLY formal interpretation. Don’t include roves, etc. Under 
“Number of Visitors on Interpretive Tours”, enter the total number of visitors for all 
formal interpretation. Under “Number of Visitors Entering the House”, enter the 
total number of people on the ferry every day added to the number of people on 
your weekday District Tours (because the Trust does not include those people in its 
reports). Click submit. This concludes the process. 

Desired Outcome 

By following this SOP, the Collateral Duty Statistics Coordinator will keep a thorough and 
accurate account of the work done by the Interpretive Division. This will allow the division 
to justify its expenditures, operational decisions, staffing, and programmatic offerings. 

Additional Notes 

This SOP details only the minimum duties of the Collateral Duty Statistics Coordinator, but 
if the person assigned this collateral duty is particularly knowledgeable and/or 
enthusiastic, he or she is encouraged to interpret the data and generate a short report 
each month discussing patterns and changes. This is purely in-house and need not be 
written to any specific format, but your insight as the only ranger who sees the numbers 
every day makes you extremely valuable in terms of improving the efficacy of the site. 
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Introduction 

Reservations are required for all groups of ten or more on tours that occur outside of 
public access days. Following this SOP will ensure that a) groups are aware of the 
requirements of the tour, b) no tours are overbooked, c) all staff is aware of reservations 
and can plan accordingly. 

This SOP will describe the process for communicating with tour groups, entering a group’s 
reservation into the filing system, ensuring supervisors can plan for large group 
reservations, and ensuring physical tickets are available for the group at the Battery 
Maritime Building. 

Procedure 

1. Receive call or return call from interested group leader. 
a. Use “Group Reservation Information” Form (front sleeve of group tour 

binder) to fill out contact info, time and date preferences, and group size 
and special needs. 

i. Acceptable group size = 10-30. 
1. 30 spaces for group reservations,  50 for general public per 

tour) 
ii. Reservations must be made at least one week in advance. 

2. Determine whether interest is for walking tour or bus tour (group must provide the 
bus). 

a. Walking tours available Wednesday, Thursday at 10 A.M. or 1:15 P.M. 
b. Bus tours available based on staff availability at 3 P.M. Wednesday, 

Thursday. 
3. Emphasize ALL of the following before setting a date: 

a. For all Tours (Walking or Bus): 
i. Ask if there are any special needs. 
ii. Limited facilities on island – restrooms, snack, and water. 

iii. Tours geared towards adult audiences. 
1. Students require 1:10 ratio adult supervision. 

a. For student groups, remind leader that if chaperones 
cannot control group, tour ends and returns to wait for 
next ferry. 

iv. Tours will be guided during allotted time – no opportunity for 
independent exploration.  Must stay with group at all times and 
return on ferry following tour. 

v. Tour will occur if raining, unless severe.  No guarantee for makeup 
date.  Tours are subject to cancellation if ferry service not 
operational. 

vi. Bus tours begin after group arrives on 3 P.M. ferry and lasts 
approximately 75 minutes (3-4:15) with time for bookstore.  
Disembark on 5 P.M. ferry. 

vii. Ferries leave promptly at 10:00, 1:15, and 3:00. 
b. For Walking Tours: 
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a. 1.5 miles walking, 1.5 hours.  Time for bookstore afterwards.  Disembark 
on ferry two hours after arrival—ensure group is capable of this. 

b. Possibility that groups will be split up.  Cannot guarantee private tour.  
Reservation simply reserves space on tour. 

4. Set a date, checking to see that there are no more than 40 tickets reserved in total 
for that time on that date. 

a. Set back-up date in case of schedule conflicts. 
5. If someone other than the coordinator of group reservations has first contact with 

group leader, give “Group Reservation Information” Form to coordinator or file in 
Group Reservation Binder. 

6. Coordinator contacts group leader. 
a. Set final date and time based on availability of staff. 
b. Remind leader that entire group must arrive at least 15-20 minutes before 

departure. 
c. Go over everything from Step 3 again. 

7. Coordinator fills out Governors Island Group Tours form (AllUsersàSeasonalsà 
Group Reservations). 

a. Fax or e-mail contract to group leader. 
b. Leader must read, sign, and return contract. 

i. Check fax machine inbox for returned group tour contracts. 
ii. Contact group leader at least 48 hours before scheduled tour if 

contract has not been signed and returned. 
8. Upon receiving signed contract, file in Group Reservation Binder. 
9. Every Sunday - put together 80 tickets for each tour time for each day (4 packs of 80 

tickets). 
a. Check Group Reservation Binder for tours scheduled for the following 

Wednesday and Thursday. 
i. Pull and label reserved tickets from the pack of 80 tickets that 

corresponds to the reservation date and time. 
b. Fill out Reserved Tickets Cover Sheet for the week (AllUsersà 

SeasonalsàGroup Reservations). 
i. Include group names, points of contact names, phone numbers, and 

number of tickets reserved for each group. 
c. Place tickets and cover sheets in the Wednesday/Thursday tickets folders. 

i. At the end of the day, place ticket folders at the NPS desk in the 
Battery Maritime Building. 

d. FOR BUS TOURS: 
i. Fill out a public access vehicle list form (AllUsersàSeasonalsà Group 

Reservations). 
1. Include date, time of bus departure on an off island, purpose 

of visit, NPS approval, point of contact name and phone 
number. 

2. E-mail to gidesk@mikestapleton.com. 
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Desired Outcome 

Following this SOP will ensure high visitor satisfaction as groups will have a smooth and 
painless experience booking and participating in a tour, and will ensure all staff is able 
to prepare for group reservations. 

Additional Notes 

It is very important that the Collateral Duty Reservations Manager create tickets on a 
weekly basis. Running out of tickets at the BMB leaves us with no way of identifying 
tour members and impairs our ability to track the number of visitors on a program. 
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Introduction 

This SOP details what is necessary to ensure a tidy office space. This SOP should be 
conducted each day, with the rangers scheduled to clean 107 taking the lead. 

Procedure 

1. Tidy office table  
a. Table should be cleaned and emptied at the end of each day. 
b. Binders should be placed on shelf and neatly organized. 
c. Miscellaneous papers should be placed in binders or folders. 
d. Library books should be placed next to binders or returned to shelf. 
e. Items left on table will be recycled  

2. Make sure recycled materials (bottles and paper) are separated from trash and placed 
in the appropriate blue bin.  

3. All radios must be turned off and placed in chargers for the next day.  
a. Radios with problems need to be tagged with the problem description and the 

person reporting it.  
4. Log off and shut down all computers. 
5. Close all windows that you open.  When it is humid, windows may get stuck so please 

attempt to close the windows by 4:15 so we have time to un-stick them. 
6. Put all squirt bottles in the refrigerator. 
7. Cleaning the Conference Room 

a. Wipe down the conference room with a damp paper towel or windex to remove 
food and drink rings on the table 

b. Empty the trash can in the back – don’t forget to separate the recyclable 
material from the trash. 

c. Rinse out the coffee pot and throw away the coffee grinds. 
d. Remove all research materials from the conference room table, including the 

coffee maker room. 
e. Push all the chairs in around the tables. 
f. Log-off and shut down all computers. 

8. Microwave area 
a. Please immediately clean-up any messes that may arise from using the 

microwave or that spills onto the counter. 
b. If you use a plastic cup for water, please throw it away. 
c. Check the area for interp. materials that have accidentally been left behind. 

9. Photocopy area 
a. Please keep the area looking tidy by stacking paper into piles. 
b. Any copies that are made and not tended to may be recycled, so please 

remember to keep an eye on your things. 
c. Immediately report any paper jams you cannot handle by the touch screen 

directions. Check to make sure paper trays are at least half full (a common 
reason for jamming is a few sheets left in the paper trays). Also report when 
consumables have run out and stopped the machine.  Do not use tools to 
remove paper as this can damage the inner workings of the machine and leave 
the division without a copy machine. 
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Desired Outcome 

Keeping a tidy office will reduce pest problems, ensure files stay organize, and increase 
office efficiency. Management expects the seasonal staff to maintain a clean 
workspace. 
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