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Communication
Tollymore National Outdoor Centre aims to provide world class services to outdoor enthusiasts and the public at large through leadership training courses, skill development courses, outdoor sport participation courses, conferences, seminars and workshops. 
The management and staff at Tollymore are committed to ensuring that there is a clear flow of information:

· Between management and staff

· On an inter-staff basis

· Between the various staff teams – instructors / stores / kitchen / domestic

· Between the centre and customers

· Between the centre and Sport Northern Ireland.
This section documents how that communication takes place:

1. Staff meetings
	Daily planning meetings – Daily at 9.00am or earlier as required

	Issue
	Detail
	Responsibility

	Attendees required:
	All instructional and trainee staff

	Designated staff member

	Agenda items
(may include any or all of the following)
	The planned programme of activities 
The weather forecast

The age and estimated ability of the group

The numbers and staff student ratios involved

Ability, qualifications and accreditation of the individual members of staff.

The venues / facilities planned and available.

Equipment available.

Transport available.

Any changes to catering requirements

	Designated staff member

	Recording
	Chair

Attendees

Actual programme 

Weather forecast (printed and stapled to it)


	Designated staff member


	Weekly planning meetings  - (Normally) Monday morning at 9.00am

	Issue
	Detail
	Responsibility

	Attendees required:
	All available instructional staff 

All trainees

Stores person
Building Supervisor
Front of House staff
	Centre Manager 

	Agenda items
(may include any or all of the following)
	Review of previous week’s actions

The programme for the next 7 days including day and away courses, seminars and meetings taking place
Changes anticipated to catering
Current issues with respect to facilities, vehicles or locations for activities.
Appointment of lead instructor for the daily meetings

	Centre Manager or full time instructional staff as required

	Recording and disseminating
	Attendees

Current issues
Actions required / information to be disseminated to relevant staff
Appointment of designated staff member for the daily meetings

	Centre Manager or full time instructional staff as required


	Quarterly Full Staff meeting – programmed in annually to EP

	Issue
	Detail
	Responsibility

	Attendees required:
	All Staff
OR officer

Director of Participation
	Centre Manager

	Agenda items
	Review of previous quarter’s actions

Any information relevant from SNI/DCAL

Any information relevant from SNI Outdoor Recreation officer
Current issues with respect to systems and procedures.

Marketing update

Risk Register

Targets, budget overview and throughput
	Centre Manager

	Recording and disseminating
	Minutes taken and circulated
	Admin assistant


	Annual H&S system review meeting

	Issue
	Detail
	Responsibility

	Attendees required:
	All FT instructional Staff
OR officer

Director of Participation
	Centre Manager

	Agenda items
	Review of previous year’s actions

Current issues with respect to systems and procedures.

Updates from AAIAC/HSE etc.
	Centre Manager

	Recording and disseminating
	Minutes taken and circulated
	Designated staff member


2. Website

The Tollymore National Outdoor Centre website provides information on all courses and events. The latest news section is updated on a monthly basis and website allows customers the opportunity to download the booking form for individual courses. On line booking is currently being developed.
Group bookings must still be done by contacting the centre as these courses are tailor made to the group’s requirements.

Head of Mountaineering and Canoeing are to check that that the courses advertised are still running as planned every 4 weeks.

3. E-zine

A monthly e-zine is produced by the Business Development Officer and goes out on the second Tuesday of each month. To facilitate Tollymore’s role of supporting the wider community – the e-zine will facilitate 1 story per issue about the local area or issues relating to outdoor recreation in general. The e-zine will contain 3 other stories regarding up and coming events and courses at Tollymore.

4. Telephone

The telephone at Tollymore must be covered between 8.30am and 9.00pm. If the member of staff needs to leave the reception area for any reason – then they must request that another member of staff covers the phone and radio.

When answering the phone – the following protocol to be applied:

“Good morning / afternoon, Tollymore National Outdoor Centre”
“Name speaking”.

If they would like to speak to another member of staff – press the “R” button and then key in the relevant extension – let it ring once then put the phone down.

If they are on the other line; ask the person waiting if they would like to hold or be put through to voice mail.

Tollymore NOC has a VHF radio system and sets of handheld radios for use in emergency situations and for general logistical communication.  VHF radios should be taken on activities, particularly when requesting assistance by other means may be difficult.  
All full time staff members have a centre mobile phone and most part time staff have access to a mobile phone.

While mobile phones are useful under many circumstances and carrying them is to be recommended – particularly when on the mountain – their limitation from a logistical point of view should be realized. 

Not all instructors have access to one.

Not all instructors turn them on. 

There is a limited circulation of telephone numbers.

VHF radios should be signed out on the ETA board and returned to the radio charger at the end of the day.

As the communication system relies on a network of radios it is important that each instructor has his/her radio switched on unless otherwise agreed at the morning meeting.

Channels Available
Channel 1 'Scan'

This scans channels 2 and 3.  Radios must always be kept on channel 1 'scan' until a transmission is received.

Channel 2   “TNOC” Private Channel'


This is Tollymore’s private channel.  No one else can listen in to it.  You can speak to no one else via it.  This channel must be used for all domestic transmissions.  (Remember to switch back to Channel 1 'scan' when the communication has ended).

Channel 3 ‘Inter-Centre Channel'

This channel is used to communicate with other Centres on the network.  When a transmission is received from another Centre, switch the radio from Channel 1 (scan) to Channel 3 'Inter Centre' and reply.  (Remember to switch back to channel 1 (scan) when the communication has ended).

Channel 8 ‘Coastguard & Inter ship call up & Marine Emergency Ch 16'

Use as per VHF licence requirements

Other Programmed Channels

Ch4 – UK general; Ch5 – inter-ship; Ch6 – marina; Ch7 – coastguard working channel 67

Emergency Procedure:
· In an emergency situation, communication should be with Tollymore where possible. (Channel 2)
· Where it is not possible to communicate with Tollymore, communication may be made by relay via another Centre.  (Channel 3)
· While channel  8 'marine emergency channel 16' is technically a marine channel, it may be deemed appropriate on occasion, because of the serious and remote nature of a land based incident, to use this channel to summon help.
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