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LETTER FROM THE CHRO 

Team, 
 
We all play a part in creating a great place to work and a culture that makes us proud to be Bath & Body Works associates. Our work together  
is grounded in our values and our Code of Conduct, which defines behaviors that are acceptable and those that are not. 
  
Our associate handbook contains specific guidance for our actions. While the handbook makes clear our guidelines, policies and expectations, 
the overarching principles we ask you to abide by are simple:   

• Be engaged  

• Act with integrity  

• Be considerate of each other and of the company   

• Do your part to help keep yourself and others safe – if you see something, say something  
 

We expect all associates to read the handbook and any stand-alone policies. Work with your manager or human resources partner to identify  
additional policies and procedures specific to your department and role. 
 
Thank you for doing your part to create an environment where we can all succeed together as ONE TEAM. 

 

 

Deon Riley, Chief Human Resources Officer                       
Bath & Body Works                      

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
This handbook is not a contract of employment, and Bath & Body Works (also referred to as the “company”) has the right to change, add or eliminate 
handbook policies at any time. This version supersedes all previous versions. The information in this handbook applies to all associates in Canada. 

INTRODUCTION     BACK TO TOP 
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OUR VALUES 

Foundation for all that we do  

• The customer rules!  

• Diversity, equity and inclusion make us stronger.  

• Passion leads to success.  

• It matters how we play the game. 

 

 

 

CODE OF CONDUCT 
Guidelines for making the right decisions  

• Applies company-wide  

• Visible to associates and the public  

• Highest standards even beyond the law  

• Infrequent changes  

 

ASSOCIATE HANDBOOK AND STANDALONE POLICIES 

Specific guidance for our actions based on the Code of Conduct 

• Applies company-wide  

• Visible to associates  

• Expands details from the Code 

• Periodic changes  

• Examples include Associate Handbook, Global Travel  
& Expense Reimbursement Policy, Benefits Summary Plans, etc. 

 

PROCEDURES 

Operational processes for day-to-day activities  

• Applies to brand functions  

• Visible to managers and human resources  

• Are detailed, instructional  

• Frequent changes based on business operations  

• Examples include operating procedures & manager guides 

 

    BACK TO TOP 

    BACK TO TOP 
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AN OPEN AND HONEST CULTURE 

As stated in the Code of Conduct (the Code), we expect you to talk 
openly with us about work-related ideas, questions, challenges and 
concerns so they can be resolved. If there is something about your job 
or the company that concerns you, or you see something that you think 
is wrong, please let us know. Talk to a manager, human resources 
partner, or contact the Ethics Hotline (see Contacts section). Under no 
circumstance will you be subject to retaliation, disciplinary action or 
career disadvantage for making a good faith report under the Code or 
for participating in an investigation. 

OUR DIVERSITY, EQUITY AND INCLUSION 
COMMITMENT 

We focus on recruiting, retaining and advancing talent that reflects the 
diversity of the customers we serve and the communities where we live 
and work. We continually work to incorporate our commitment to 
diversity, equity and inclusion into every aspect of our business to 
create and foster an inclusive culture that unlocks the full potential of our 
associates. 

We believe that when diversity, equity and inclusion are a part of 
everything we do, we can serve our customers better, as well as attract, 
retain and engage the best talent in retail. And we know that bringing 
together a diverse team of associates with different backgrounds and 
experiences into our inclusive culture leads to more creativity, better 
solutions and exceptional results. 

Our Guiding Principles: 

• Achieve a diverse work environment in which all individuals 
are treated fairly and respectfully, have equal access to 
opportunities and resources, and can contribute fully to the 
company’s success. 

• Provide development that brings awareness to, and 
educates associates on, diversity, equity and inclusion. 

• Foster a culture that is antiracist; consists of active allies; 
embraces social change; takes action; is accountable.  

EMPLOYMENT CONTRACTS 

All associates, including rehires and seasonal associates, sign an 
employment contract upon hire and when there is a change in position 
such as promotion or demotion.  
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STANDARDS OF CONDUCT  

We are committed to living by our values, doing what’s right and acting 
with integrity everywhere we do business regardless of the 
circumstances. If you violate the law, our Code or other company 
policies, you may be subject to disciplinary action which may include 
terminating your employment, even if the violation occurred off company 
premises or off-the-clock. You must review and follow the company’s 
Code and other company policies including the policies in this 
handbook. While it is not possible to list all examples of conduct that 
could lead to disciplinary action, some examples of unacceptable 
conduct include:    

• Damage, theft or unauthorized removal of company property or 
the property of others 

• Misuse, misrepresentation or falsification of company records or 
benefits, including, but not limited to, timekeeping records, 
conversion records, leave of absence documentation, paid time 
off usage, expense reports, corporate credit card, electronic 
information systems, accident/injury reports, etc. 

• Working off the clock; failure to report all time worked 

• Merchandise discount/coupon abuse 

• Creating an intimidating or offensive work environment 

• Unsatisfactory customer service or violating guidelines for 
engaging with customers 

• Violation of company’s asset protection guidelines 

• Violation of company’s Health and Safety policies and procedures 

• Disclosure or misuse of confidential information 

• Unauthorized possession or concealment of weapons 

• Violating the company’s Drug- and Alcohol-free Workplace policy 

• Failure to report a work-related accident or injury 

• Dishonest behavior and conflicts of interest, including offering gifts 
to or accepting gifts from third parties 

• Failure to cooperate in a company investigation, including 
providing false information during an investigation 

• Unexcused absences or lateness 

• Any other policy violation 

CONSEQUENCES FOR VIOLATIONS 
Sometimes people make mistakes and associates may not always 
adhere to our policies or their work performance declines and does not 
meet expectations. Depending on the nature of the violation, the 
company may give you an opportunity to correct behavior and/or work 
performance through progressive discipline. A first and minor violation 
may often result in a coaching conversation. Subsequent or more 
serious violations may progress to a written and/or final warning.  
Continued failure to correct violations or a first offense of severe 
misconduct may result in adverse action up to and including termination 
for cause. While the company generally applies progressive discipline, it 
may, in its sole discretion, select the action based on the misconduct up 
to and including termination for cause.   

 
SCHEDULING AND ATTENDANCE  
Your hours are dependent on where you work and the needs of the 
business. We expect you to arrive on time, as scheduled, but also 
understand there may be extenuating circumstances, illness, 
emergencies and unforeseen things that come up. We ask that you 
follow the guidelines below, so that together, we can manage the needs 
of the business and support you when you are unable to make it to 
work. 

Schedules – Associates with Scheduled Work Weeks 
We schedule to the needs of the business and associate availability. 
Schedules are posted in advance of each work week (electronically, 
where available). During the work week, changes may be needed to 
support the business. Your manager will discuss any changes with you. 

If you need to request a schedule change after the schedule has been 
posted, you must get approval from your manager. Availability and time-
off requests must be submitted through the online scheduling system (or 
in writing if no online scheduling system is available) according to 
department guidelines. Talk to your manager to understand the timeline 
for your department. Your manager will do their best to approve 
requests while meeting the needs of the business.  

Be on Time  
You must report to work on time, whether you’re just starting the day or 
returning from rest or meal periods. If you will be late, inform your 
manager as soon as possible before the beginning of your 
workday/shift. If you must leave work early, talk with your manager. In 
the absence of an emergency, leaving work during your shift/workday 
without your manager’s permission or taking unauthorized breaks is not 
permitted and may result in termination for cause.  

When You Can’t Make It  
If you have a day when you must be absent, talk to your manager 
(texting, emailing, instant messaging and other electronic 
communications are not acceptable forms of notification for store 
associates). In the absence of an emergency, you must report your 
absence at least two hours before the start of your shift/workday. If 
necessary, a manager is responsible for finding coverage for your shift. 

• If you are absent more than three consecutive calendar days due 
to injury or illness for you or your family  
or other leave reasons (e.g., parental, bereavement), call your 
manager to determine your eligibility for  
leave time.  

• Associates who miss three consecutively scheduled 
workdays/shifts without reporting the absence will be contacted. 
Continued unaccounted for absences may result in the associate 
being considered to have voluntarily abandoned their job.   

Repeated Unplanned Lateness or Absence 
Repeated, unplanned lateness, absence or leaving early is not 
acceptable and may result in termination for cause. If your department 
has a scheduling or attendance policy, make sure you understand and 
follow those policies as well. 

REST AND MEAL PERIODS  
Rest and meal periods are important for associates’ health and well-
being. They are based on shift length and applicable laws, and hourly 
associates are responsible for taking them as scheduled. Rest periods 
are usually 15 minutes (paid) and associates should remain clocked in. 
Meal periods are usually 30 minutes (unpaid) but may be longer based 
on work location. If you perform any work during a meal period, the time 
must be paid so remain clocked in or notify your manager that your meal 
period was interrupted.  

As much as possible, you should use scheduled rest and meal periods 
to meet your personal needs. However, if you need alternate or 
additional rest or meal periods as an accommodation, contact your 
manager or human resources (HR) partner.  
For more information about rest and meal periods specific to your 
location, talk to your manager or refer to the company’s operating 
procedures. If you or any other associate are denied meal periods 
allowed or required by law, immediately report the situation to your HR 
partner or the Ethics Hotline (see Contacts section). 

APPROPRIATE CONVERSATIONS BETWEEN 
ASSOCIATES  
Having fun at work is an important part of our culture. This includes 
being able to connect with other associates on a personal level. 
However, personal conversations should be appropriate and 
professional and kept at a minimum in areas with customer interactions. 

YOUR ROLE AND ACCOUNTABILITY     BACK TO TOP 
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DRUG- AND ALCOHOL-FREE WORKPLACE 
We are committed to providing a drug- and alcohol-free workplace. You 
must work entirely free from the effects of alcohol and illegal drugs, as 
well as the adverse effects of any legal substance. You may not sell, 
possess, distribute, use or purchase illegal drugs – or sell, transfer or 
distribute prescription drugs – on company premises or during working 
hours. You may not report to work after consuming alcohol or using 
illegal drugs. For example, you may not go to lunch, drink alcohol and 
then return to work. 

SMOKING, VAPING AND USING TOBACCO 
PRODUCTS  
Smoking, vaping and using tobacco products (including but not limited 
to cigarettes, electronic cigarettes, pipes, cigars, snuff) are not permitted 
in any of our buildings or stores, including back rooms and offsite 
storage locations. If you smoke, use other tobacco products or tobacco-
like products, please do so only in designated areas. Spitting in cups, 
trash receptacles or sinks is not permitted. You are required to follow 
the smoking/tobacco policy in the mall or facility in which you work. 

RECORDING DEVICES  
Customers are permitted to take videos or photos in our stores but if it is 
causing a safety concern, associates should contact the Emergency 
Operations Center (EOC) (see Contacts section). 

Associates also are permitted to take videos or photos. However, 
associates may not take videos or photos, or make audio recordings, of 
our customers or customer interactions. Associates are required to 
protect business information and are not allowed to take videos or 
photos, or make audio recordings of confidential, proprietary, privileged 
or trade secret information. Some examples of business information are: 
trade secrets; foreign-trade zones; intellectual property; sales figures, 
including comparable stores sales; information about our ideas and 
know-how, processes and procedures; unannounced product launches 
and promotions; marketing and images; private information about 
customers or associates such as their image, credit card numbers, 
banking information, contact information; vendor lists; etc. 

If media sources attempt to take videos or photos, contact media 
relations/external communications (see Contacts section). If customers 
are photographing or filming associates and making associates feel 
uncomfortable, refer to the “Appropriate Responses to Store Situations” 
poster posted in stores.  

MOBILE DEVICE USAGE – HOME OFFICE 
ASSOCIATES 
Associates whose job responsibilities require mobile device use on a 
regular basis are eligible to receive a reimbursement to cover business-
related use.  

Associates whose job responsibilities do not require mobile device use 
on a regular basis, but who want the convenience of accessing their 
work email, contacts and calendar on their personal device, can choose 
to have their personal device connected to the company network. These 
associates are not eligible for a reimbursement. 

Associates who regularly travel internationally or who are in roles where 
a mobile device is required to perform essential job responsibilities may 
be eligible for a company-issued mobile device. Contact your manager 
or HR partner for additional information. 

MOBILE DEVICE AND PHONE USAGE – STORE 
ASSOCIATES 
You are not required to have or use a mobile device for work, unless 
you are issued a mobile device by the company or receive a 
reimbursement for your personal device. If you ever feel you are 
required to use your personal mobile device for work, contact your HR 
partner. 

Personal devices, email accounts, etc., should not be used to send or 
receive business communication unless approved by home office. 
 
There are times when everyone has to make a personal call while at 
work. Unless the call is an emergency, make it during your regularly 
scheduled rest and meal periods. Associates are permitted to have their 
mobile phones on them on the sales floor (e.g., in a pocket), or to wear 
a smart watch, but use of a mobile phone or smart watch is permitted 
only for emergency purposes, including safety or personal emergencies. 
Using mobile phones or smart watches for non-emergency 
communication or any other purpose is prohibited on the sales floor.  

VISITING OUR STORES AND OTHER COMPANY 
FACILITIES 
When conducting store visits or visiting other company facilities, 
associates must identify themselves when they arrive and present their 
associate ID badges or other identification. Associates must comply with 
health and safety requirements and all store policies, including 
appropriate dress and bag checks, while visiting. 
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The company offers competitive benefits including a merchandise 
discount, vacation and other types of leave and medical benefits. 
Benefits eligibility depends on your location, job classification and other 
factors. See “Benefits Information” in HR Access or call HR Direct (see 
Contacts section) if you have benefits questions. 

MERCHANDISE DISCOUNT  
The company offers a generous discount which may be used for 
merchandise or gift cards in company-owned stores worldwide. The 
discount may be used by you, your spouse and eligible dependents 
(children through age 22 while still in school and dependent on you). 
Purchases may be for personal use, bona fide (real) gifts or to make a 
personal donation to a charitable organization. It may not be used by 
extended family members or friends, and you may not make a purchase 
and then be reimbursed or receive services in trade. The discount is not 
valid in third party operated stores or kiosks. 
 
You, your spouse and your dependents must identify yourselves as a 
discount holder before making a purchase, even if not using the 
discount on the purchase. Provide the associate ID number at the point 
of sale to validate eligibility and discount amount. Your associate ID 
number can be found on the back of your associate badge (if applicable) 
or by clicking the “Associate Discount/Associate ID” button on the home 
page of HR Access. No ID card is required to verify discount eligibility. 
 
All associates receive a 40% discount. Discounts may be reduced or not 
given for third-party products. You will receive the better of your 
discount or a promotional price, the discount is not valid on promotional 
or permanently marked down (red-lined) merchandise. Unless otherwise 
specified, coupons or friends and family discounts may not be used in 
addition to your discount.  

• You may not purchase promotional or marked down (red-lined 
merchandise) using a discounted gift card. 

• You may not use your discount in stores when redeeming a 
company gift card.  

• Merchandise purchased with your discount, at an associate-only 
sale or given to you by the company (gratis), cannot be re-sold 
anywhere else, including websites or rummage sales.  

• You may return or exchange in accordance with company 
policies.  

• You cannot ring transactions for yourself, family or friends. Check 
with a manager before ringing a transaction if you have questions.  

 
When using the merchandise discount, you must pay for any purchase 
with your own credit or debit card, another person’s credit or debit card 
provided you are an authorized user, or cash. You may not pay for the 
purchase using a corporate card or another person’s credit or debit card 
(for which you are not an authorized user) or another person’s cash, 
even if the person is a friend or family member.  
 
You should be on your own time, not clocked in, while shopping and 
making purchases. If you continue to work after making a purchase, 
complete a bag check with a manager before leaving the store and 
show your receipts for the purchased merchandise. If you make a 
purchase immediately prior to a shift, the merchandise must be kept in a 
place specified by a manager until the end of your shift. You may only 
hold merchandise until the end of your shift, if not purchased, it must be 
returned to the sales floor. 
 
It is both your responsibility and the store’s responsibility to follow the 
discount policy. Do not put yourself or another associate in a 
questionable or uncomfortable position of “bending the rules.” You are 
required to report all known instances of associate discount abuse to 
asset protection or the Ethics Hotline (see Contacts section). Violation of 
the merchandise discount could lead to disciplinary action up to and 
including termination for cause. 

For additional details and instructions on how to use your discount, refer 
to “BBW Discounts” under “Benefits Information” in HR Access.   

VACATION AND LEAVES OF ABSENCE  
For information about vacation and leaves of absence, see “Benefits 
Information” in HR Access or call HR Direct (see Contacts section).  

RELIGIOUS HOLIDAYS   
We believe inclusion makes us stronger, and we respect associates’ 
religious and spiritual beliefs. If you want to observe a religious holiday, 
request the date in advance from your manager. You may be eligible to 
apply accrued vacation to this time away from work. See “Benefits 
Information” in HR Access for more information about vacation eligibility 
for such absences.     

ACCOMMODATIONS 

The company adheres to all applicable federal, provincial and local laws 
and regulations regarding accommodating associates, applicants 
(instructions to request a reasonable accommodation are on the 
company’s career website) and customers.  

Disability - Associates  
If you believe you need an accommodation to perform your job, discuss 
it with your manager and contact your HR partner. We will seek to 
understand your needs through discussions with you, which in most 
cases will include review of information from your medical provider. The 
company’s return to work program, includes a process to build modified 
work plans as needed and we expect that you will partner with your 
Manager and Health & Safety on these matters. 

Disability - Customers  
We strive to provide exceptional customer service to everyone who 
enters our stores. Our commitment includes reasonably assisting 
customers with disabilities. However, do not assume that a customer is 
disabled. Customers who need assistance will generally request it. If a 
customer is obviously having difficulty, offer your assistance. 
You may need to temporarily move fixtures to create wider aisles to 
enable a customer to move freely around the store. For a customer with 
a visual impairment, you may need to provide detailed descriptions of 
merchandise to let the customer know about the product. For a 
customer with a hearing impairment, speak in a clear, normal tone of 
voice paced so the customer can read your lips. Direct the conversation 
to the customer even if an interpreter is present. You may need to have 
a pen and paper available to write communication if requested.  

For a customer making a purchase, you may need to take the customer 
to the accessible cash wrap or to the side of the cash wrap for greater 
ease. If requested, provide a clipboard when completing a credit card 
application or signing a charge receipt.   

Allow service animals accompanying a customer in the store. By law, 
service animals are not required to be marked in any way. Do not 
request proof or documentation that the animal is a service animal. If a 
service animal is acting unruly, inform an SLT member who will address 
it with the customer.  

Additional information about our customer service standards and 
integrated accessibility standards in accordance with the Accessibility 
for Ontarians with Disabilities Act (AODA) can be found at the 
cashwrap, and in the onboarding materials and operating procedures. 

BENEFITS, TIME AWAY AND ACCOMMODATIONS 
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Pregnancy and Lactation 
If you need an accommodation due to your pregnancy, discuss it with 
your manager and Health & Safety. We will seek to understand your 
needs through discussions with you which may include review of 
information from your medical provider. 

The company provides locations and adequate time for nursing or 
expressing milk. The time may include your regular rest or meal 
period(s) but work with your manager if you need additional time. Store 
associates may use Mothers’ Rooms in the mall, an office if available, or 
a portable lactation privacy tent which your manager can order. You 
may have a caregiver bring the baby to the store for feeding. In this 
situation, the caregiver and baby are both permitted in the non-sales 
area. Associates who travel for work may order a free portable lactation 
tent. Contact your HR partner for details.  

 
Religious  

If you need a religious accommodation, let your manager and/or your 
HR partner know. The company will work with you to determine next 
steps that are right for you and the business. If your accommodation is 
for time off, you may be eligible to apply accrued vacation to this time 
away from work. See “Benefits Information” in HR Access for more 
information about vacation eligibility for such absences.  
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For pay purposes, associates are classified as salaried (exempt) or 
hourly (non-exempt). Within those classifications, associates receive 
rates of pay based on their job responsibilities and performance. 
Nothing in this handbook or other company policies is intended to 
prohibit discussion of pay rates or any other rights protected by 
applicable law. 

EXEMPT ASSOCIATES 
If you are classified as exempt from overtime pay pursuant to the 
applicable employment standards legislation, you are not eligible for 
overtime pay. Exempt associates will receive their full weekly pay for 
any week in which work is performed, without regard to the number of 
hours worked. 

PAY SCHEDULE 
Pay periods begin on Sunday and end on Saturday. The workday starts 
at midnight and ends at 11:59 p.m. Associates are paid bi-weekly. 

TRACKING YOUR HOURS    
All hourly associates (and some salaried associates depending on role 
and location) must accurately record all the time they work regardless of 
work location. This includes meal periods. If you forget to do so, notify 
your manager immediately. Do not clock in or out for another associate. 
Store SLT may not edit their own time. Hourly associates may not begin 
working before clocking in and may not continue working after clocking 
out. Failure to accurately record your time is a violation of the Standards 
of Conduct and could lead to disciplinary action up to and including 
termination for cause. 

WORKING ON A HOLIDAY  
If you work on a company-recognized holiday, you may be entitled to 
additional pay or an additional day off. Contact your manager or HR 
partner for specific holiday pay practices or see “Benefits Information” in 
HR Access.     

TRAVEL TIME FOR HOURLY ASSOCIATES 
While traveling on company business, hourly associates are paid for 
travel time in excess of their normal commute. When you are starting 
your workday at a location other than your regular work location, travel 
time starts from the time you leave your residence and ends when you 
reach your destination (e.g., a different building/store, meeting location, 
hotel, etc.) minus your normal commute time. Your normal commute is 
the time it normally takes for you to travel between your residence and 
your regular work location, whether you drive or take public 
transportation.  

• Ex. If it takes you three hours to reach a meeting destination (six 
hours round-trip) and it usually takes you 30 minutes to get to 
work (one hour round-trip), you are paid for five hours of travel 
time.  

After reporting to work, time spent traveling on business during the 
workday (e.g., to a different building, offsite storage, business errand, 
etc.) is paid time. Do not clock out for it. When recording travel time, do 
not include: 

• Your normal daily commute time 

• Travel from your residence to another location that is within your 
normal daily commute time  

• Time spent during a meal in which no business is conducted or 

• Time spent on personal errands 

- It’s not appropriate to conduct personal business while 
clocked in and on company business; personal errands 
should be conducted on your own time. 

For questions regarding travel time, contact your manager or HR 
partner. 
 
 

EXPENSE REIMBURSEMENT 
All associates are eligible to be reimbursed for qualified business 
expenses, including travel-related expenses such as mileage, in 
accordance with the expense reimbursement policy. Refer to the Travel 
and Expense Policy for additional information (see Contacts section). 

OVERTIME 
Eligible associates are paid for all time worked, including overtime, even 
if that overtime is not authorized. Overtime is paid in accordance with 
applicable provincial and federal laws. Repeatedly working unauthorized 
overtime will result in discipline, up to and including termination for 
cause. An “eligible associate” is one who is entitled to overtime pursuant 
to applicable employment standards legislation.  

PAYSLIPS 

Obtaining a Copy 
You may get a copy of your payslip by logging into HR Access or by 
contacting HR Direct (see Contacts section).  

Reviewing Your Payslip 
It is your responsibility to review your payslip and ensure it is accurate. 
While we make every effort to ensure employees are paid correctly, 
occasionally, an error can occur. When called to our attention, we will 
promptly make any correction that is necessary. If you believe there is 
an error with your pay or if you have a question, contact HR Direct (see 
Contacts section) immediately. If you are inadvertently overpaid, you will 
be required to reimburse the company.   
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The company is committed to providing associates and customers with 
a healthy and safe environment to work and shop. In addition, we 
comply with applicable health and safety laws in all locations in which 
we operate. As an associate, you are expected to know and follow all 
health and safety policies and procedures outlined here and discussed 
in detail in the company’s operating procedures and health and safety 
program. These policies are intended to keep you, customers, and other 
associates safe and secure. Report any unsafe or unhealthy work 
conditions, practices or procedures immediately to your store manager.  

 
HEALTH AND SAFETY PROGRAM 
We have a robust health and safety program that meets all provincial 
and federal legislative requirements. New associates are fully trained in 
the Health & Safety onboarding program. We are committed to providing 
ongoing training and information and taking every reasonable 
precaution to protect the health and safety of all our associates and 
customers. We have a strong responsibility system where everyone is 
equally responsible for playing an important role in preventing workplace 
injuries and illnesses. Our policies and procedures are in place to be 
used as part of our operating model. Refer to the Health & Safety page 
on the portal to review our materials.  

RETURN TO WORK PROGRAM 
We have a return to work program that, where required, provides 
modified work, light duties and/or a gradual return to work plan. Our 
return to work program policy outlines the company’s commitment to 
provide suitable and safe modified work. The company uses return to 
work kits to manage this process. The return to work process is 
reviewed during new associate onboarding and once per year.   

INAPPROPRIATE COMMUNICATION OR BEHAVIOR 
BY NON-ASSOCIATES 
If you receive obscene or threatening phone calls, emails or other 
communication, notify your manager and the EOC (see Contacts 
section). Document the incident on a workplace violence report and 
submit to Health & Safety (form available on the Health & Safety page of 
the portal). You are required to keep a log of all the phone calls if they 
persist. Asset protection and Health & Safety will work on a plan to help 
resolve the issue. 

If a customer, delivery agent, contractor or other non-associate is 
engaging in inappropriate behavior that is making you or anyone else 
uncomfortable, notify your manager and the EOC (see Contacts 
Section) immediately. Asset protection and Health & Safety will work 
with you and other associates as necessary to develop a safety plan. 
Document the incident on a workplace violence report and submit to 
Health & Safety.  

SECURING PERSONAL AND COMPANY PROPERTY  
Keep your personal possessions locked in a locker, desk drawer or 
other designated area. Do not leave your personal possessions 
unsecured. The company does not assume liability for any lost, stolen or 
damaged personal items. Lockers and other company property are 
subject to searches by authorized personnel, if necessary.  
 
As stated in the Code, you are responsible for taking reasonable steps 
to protect company property under your control from theft, misuse, loss 
or damage. If you are responsible for handling cash, you must ensure 
only authorized associates have access and the removal of funds is only 
for an authorized purpose. 

VISITORS AND CALLERS  
To help prevent workplace safety concerns, we do not permit or assist 
anyone to gain unauthorized access to our premises. Associates must 
accompany authorized visitors at all times.  

Home Office: If you would like to have a guest visit, meet them at the 
lobby desk. Your visitor must wait in the lobby until picked up and 
escorted to their destination. All visitors must be signed in, issued a 

visitor’s badge and be accompanied by an associate at all times. A 
visitor’s badge must be worn at all times. Tours of company facilities are 
not permitted without prior consent. 

Stores: Non-associates are not permitted in non-sales areas unless 
approved by the store manager or district manager for legitimate 
purposes (e.g. when conducting an interview, allowing a nursing 
associate to breastfeed her baby or allowing a customer to use the 
restroom). Any visits from family or friends should be brief and should 
not take away from an associate’s work. 

Any minor visiting an associate must be accompanied by an adult other 
than the associate. Associates are not permitted to be clocked in or 
perform work-related duties while supervising a minor unless they are 
breastfeeding.   

Be mindful of scams and requests to provide information over the phone 
or electronically when you  cannot confirm the person is an associate or 
someone with whom we do business.  Never divulge business 
information or information about computers, printers, credit card swipe 
devices or copiers, and personal customer or associate information (e.g. 
payment details, credit card or social security numbers, home phone 
numbers, addresses or schedules). Refer the caller to your manager or 
other appropriate resource listed in the Contacts section and report the 
request to the EOC (see Contacts section). See additional store specific 
information in the store guidance section below. 

INCLEMENT AND SEVERE WEATHER CONDITIONS 
Use good judgment when assessing travel conditions. Plan ahead, 
including listening to the weather forecast and allowing extra time for 
slower-than-normal traffic conditions.    

Store Associates   
If inclement weather conditions cause your store to be closed or the 
normal hours of operation to be modified, call the store or the mall to 
confirm operating hours.   

In the event of severe weather, like a tornado or hurricane:  

• Seek shelter in an area that will best protect you. The designated 
severe weather shelter in the mall or the back room of the store 
may be the safest places during severe weather.   

• When it is safe to do so, follow the company’s operating 
procedures to report store closure or damage due to severe 
weather and contact the EOC (see Contacts section). Be careful 
to avoid dangerous downed electrical wires and proceed by the 
safest means to the designated outside rally point for an accurate 
head count.  

• If you are not in a mall location, seek shelter in the store’s 
bathroom.  

• Most importantly, follow all directions from local authorities and 
emergency management agencies. 

Earthquakes   
In the event of an earthquake:   

• Seek shelter in a doorway or other reinforced area.  

• Avoid standing below skylights, hanging objects, fixtures, or 
shelves.   

• Seek shelter under a sturdy piece of furniture, such as a desk or 
table. It may provide protection from falling objects or debris.   

• After an earthquake, be careful to avoid downed electrical wires 
and proceed by the safest means to the outside rally point.

SAFETY MATTERS     BACK TO TOP 
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WORKERS’ COMPENSATION/ASSOCIATE INJURIES 
All associate work-related injuries and illnesses must be reported 
immediately to your supervisor. The injured associate must complete an 
associate accident report. An SLT member must complete a modified 
work offer by using a return to work kit. The accident report and 
modified work offer must be sent to OSI and to Health & Safety no later 
than 24 hours from when the injury/illness was first reported to a 
manager. If required, OSI will file a worker’s compensation claim 
accordingly with the appropriate provincial board. Any serious associate 
accidents or injuries must be reported to Health & Safety immediately 
after the associate received medical attention and the scene of accident 
has been secured. Refer to the Health & Safety program procedure 
section.   

Quebec only: Any pregnant associate may be eligible for the CNESST 
maternity without danger program worker’s compensation program. 
Managers must submit the CNESST documentation received by a 
pregnant associate to Health & Safety the same day the associate 
provided it. Health & Safety will review the documentation and advise 
about next steps in the file. 

MALL AND PARKING AREA  
Take responsibility for your personal safety in the mall and parking area. 
While each situation is different, below are some best practices to 
consider: 

• Be alert and fully aware of your environment. 

• Walk with confidence. 

• Park in a safe place. Consider surroundings, lighting and 
obstructions.  

• Don’t take shortcuts through alleys, service bays or other areas 
that are seldom travelled by the public. 

• Consider walking with other associates to cars or when using 
public transportation. 

When walking to your car: 

• Always have your keys out and in your hand. 

• Look under and around your car as you approach. 

• Do not stop for or speak to strangers. 

• If you notice someone near your car, turn around and go back in 
the mall. Notify mall security or the police immediately. 

• Once in your car, immediately lock your doors. 

• Don’t hesitate to call mall security and ask for an escort if you 
have concerns. 

OPENING AND CLOSING  
Opening or closing a store is a time when there may be a greater risk of 
crime. Take all necessary precautions to ensure your safety.  If you feel 
your personal safety is at risk while opening or closing the store, 
immediately notify mall security or local police. 

 
When opening the store, quickly and confidently open the gate and 
enter as quickly as possible securing the door or gate behind you. Keep 
the gate secure until the time of opening (unless specifically prohibited 
by fire code). 
 
Before closing the store, check restrooms or any other place where a 
non-associate may be able to hide. Once the store has been checked 
and all non-associates have exited, close and secure the front door or 
gate (unless specifically prohibited by local fire code). Do not close or 
secure the front door or gate with customers in the store. 

KEYS 
Only authorized associates may have store keys; they may not be given 
to any unauthorized associates. Lost or misplaced keys must be 
reported immediately. 

 

DEPOSIT SAFETY 

An armed robbery or theft of a deposit is rare but can happen. Being 
alert and following common-sense best practices can help prevent this 
from occurring. However, if you are confronted by an armed individual or 
threatened with harm, calmly hand over the deposit. Your personal 
safety is more important than the deposit. 
 
Follow the company’s operating procedures for deposits. All bank 
deposits must be made while on the clock. While following these 
procedures, do not openly carry a deposit bag. Before leaving the store, 
conceal the deposit bag in a non-branded bag. 
If for any reason you feel unsafe making the deposit, seek assistance 
from mall security or local law enforcement then make the deposit as 
soon as it is safe to do so. Deposits cannot be taken home. If you are 
unable to make the deposit, contact your district manager. Notify your 
district manager and the EOC (see Contacts section) of any potentially 
threatening deposit situations. 

TRASH REMOVAL 
Trash removal procedures are contained in the company’s operating 
procedures and will be reviewed with you by your manager. 

For safety reasons, two or more associates must be assigned to remove 
trash in the daylight when floor coverage permits. Wear provided 
puncture-resistant gloves and be cautious of any broken glass or sharp 
edges in the garbage. Break down packing boxes so they lie flat. Any 
associate 18 years of age or older can remove the trash, but it must be 
inspected by an SLT member at the back door as it is being removed. 
Associates under the age of 18 may not fill, operate or unload any trash 
compactor. Only compactor operation trained associates can operate 
any powered equipment such a compactor. 

When operating a trash compactor, do not: 

• Reach or lean into the machine at any time.  

• Place any part of the body or climb into the trash compactor for 
any reason (even if turned off).  

• Insert a pole, broom or other object into the machine to attempt to 
clear a jam or push down trash.  

• Attempt to clean any jams for any reason. 

SHIPPING AND DISPOSAL 
Some of our products require special consideration for shipping or 
disposal. These regulated-products like aerosols, fragrance products 
and alcohol-containing gels, must be handled in accordance with 
regulations. The company’s operating procedures provide details on 
how to compliantly handle these materials. You must be properly trained 
and adhere to these requirements to assure proper handling of these 
materials. If you have questions about shipping or proper disposal, talk 
to your manager. 

OFF-SITE STORAGE 
It is sometimes necessary to maintain off-site storage space for props, 
product or cartons. To ensure safe access to off-site storage, please 
adhere to the following: 

• Two associates (one being an authorized team member) must be 
present when visiting off-site locations. 

• Limit the number of keys to the off-site storage unit and keep in 
possession of authorized associates 

• Lock the off-site storage unit when associates are not present. 

• Non-associates are not permitted in the off-site storage area or 
unit. 

For additional information on off-site storage, see the company’s 
operating procedures. 
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MEDICAL AND FIRST AID 

All SLT members including keyholders must be first aid and CPR trained 
to comply with provincial first aid regulations. If an associate or 
customer appears to be seriously ill or injured, dial 911 immediately. For 
serious injuries, secure the scene of accident after the associate has left 
by medical transportation. Do not disturb the scene of an accident. 
Immediately report any incidents or injuries to your manager even if they 
do not require medical assistance. All associates injuries/illnesses must 
be reported to health and safety. Refer to the health and safety 
program, procedure section, accident reporting and investigation. To 
report customer injuries, refer to the company’s operating procedures. 
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READ ALL COMMUNICATIONS 
You’re at your best when you have all the information you need to do 
your job. We want you to know about important information, events and 
updates taking place around the company. Relevant news and 
information, including updates to company policies, are shared in a 
variety of ways, including but not limited to EForms, email, 
communication boards or on company intranet sites. You are 
responsible for reviewing information provided to you.   

YOUR ASSOCIATE INFORMATION  
It is your responsibility to ensure that your contact information is up-to-
date with the company. To protect associate safety and privacy, do not 
distribute or post associate contact information in store backrooms or 
other common areas in our facilities. Your associate file contains 
information required by law and may also contain information about 
your work history, salary or pay rate, performance evaluations and 
other information related to your job. These files are considered 
company property and may not be removed from our premises or 
released to anyone without authorization. All requests for access to 
or copies of associate files, including your own, must be made to HR 
Direct (see Contacts section) or your HR partner.  

CAREER OPPORTUNITIES AND INTERNAL JOB 
POSTINGS  
The company provides associates with opportunities for career growth. 
We believe in our talent and make efforts to promote from within. 
Promotion decisions are based on many factors, including performance 
and the ability to assume additional responsibilities. No promotion is 
guaranteed. Requests for relocation or transfer are also never 
guaranteed and typically require interviewing for the new position.  

All associates may view and apply for open positions on the company’s 
career website. Most open positions in the home office and at district 
manager and critical store manager level will be posted internally. At the 
same time positions are posted internally, they may be posted 
externally, based on the needs of the business. Associates must follow 
posting and application guidelines and meet eligibility requirements to 
be considered for open positions. This process includes submitting a 
personal candidate profile, job history and/or resume. 

To be eligible for consideration for an open role, including transfers, 
internal associates generally must have at least one year of service in 
their current position, have received a “meets expectations” or higher 
rating on their previous performance review and be in good standing. 
Associates on a performance management plan or who are not meeting 
expectations will not be eligible to apply for an open position, including 
transfers, without HR approval. Internal candidates should inform their 
manager before applying for an open position. Associates selected for 
an interview will need approval to interview.  

ASSOCIATE REFERRAL PROGRAM 
Associate referrals help the company identify great candidates and build 
great teams. Our associate referral program provides you with the 
opportunity to recommend candidates for specific roles. If your referral is 
hired into a referral eligible role and works through the specified waiting 
period, you may receive a referral bonus. For details about the program, 
please refer to the “Associate Referral Program” under “Benefits 
Information” in HR Access.  

JOB PERFORMANCE  
The company believes in providing associates with consistent and 
constructive feedback to promote professional growth and development. 
Typically, you will participate in an annual performance evaluation and 
may also participate in periodic progress evaluations throughout the 
year. Job performance, business results and economic conditions are 
the primary factors in determining any increases in compensation and 
are not guaranteed. If your performance is not meeting expectations, 
you may be placed on a performance management plan and may be 
subject to disciplinary action up to and including termination for cause. 

OUTSIDE EMPLOYMENT 
The company recognizes that associates may have outside employment 
(a second job or self-employment) during their off hours. Outside 
employment cannot interfere with your job expectations or performance 
and cannot create a conflict of interest, compromise confidential 
information or use company resources. Refer to the policies in the Code 
of Conduct. If you have questions regarding a specific opportunity for 
outside employment, contact your HR partner. 

LEAVING THE COMPANY  

Giving Notice 
You are free to resign your position at any time; however, we encourage 
you to give two weeks of written notice as a matter of courtesy or such 
period of notice as required pursuant to contract or applicable 
employment standards legislation. The company may waive all or a 
portion of the resignation notice provided and will provide the minimum 
entitlements as required by applicable employment standards 
legislation. 

Final Pay 
If you leave the company, your manager or HR partner can answer 
questions about final pay arrangements and the termination of benefits. 
To learn more about what happens to benefits when you leave the 
company, see “Benefits Information” in HR Access, contact HR Direct 
(see Contacts section) or your HR partner.  

Returning Company Property 
Before leaving the company, you must return all company property, 
including any electronic equipment, company credit cards, your 
associate ID card, keys, files and documents, etc. If you have a payroll 
card, you should keep it in the event you are rehired by the company. 

REFERENCES AND JOB VERIFICATION  

Generally, the company does not provide employment references. 
Associates, including managers, may not provide job references on 
behalf of the company. If you receive a request for a reference, refer the 
request to your HR partner 
In response to an external inquiry for information about a current or 
former associate, the company will verify employment dates, 
employment status (part- or full-time), job title and department and work 
location. See Contacts section for employment verification contact 
information.  

Associates who require verification/confirmation of employment letters 
need to contact HR Direct 855-770-8707. For more information, please 
refer to “Benefits Information” in HR Access. 

Contact HR Direct (see Contacts section) if employment verification is 
needed for the following: adoption process, child support, court orders, 
home/apartment verification or lost pay statements. 

ONTARIO DISCONNECTING FROM WORK POLICY  

The health and wellbeing of our associates is important to the company, 
and we support our associates in sustaining their work-life balance. We 
encourage all associates to disconnect from work outside of their normal 
or scheduled working days and hours, to the extent possible in 
accordance with their roles and responsibilities, and unless business, 
customer, and/or operational needs dictate that an immediate response 
is required.  

Disconnecting from work means not engaging in work-related 
communications, including emails, telephone calls, video calls or the 
sending or reviewing of other messages, so as to be free from the 
performance of work. 

From time to time, associates may be contacted outside of their 
regularly scheduled working days and hours to discuss changes to their 
schedule, such as offering additional hours or other adjustments. 
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There also may be unique situations where critical or urgent information 
must be provided through mass e-mail or other communication 
delivered outside normal or scheduled working days and hours. 

Please note, nothing in this policy is intended to supersede the 
company’s obligations under applicable employment standards 
legislation. 

Any associates with questions or concerns about disconnecting from 
work are encouraged to bring these issues to the attention of their 
manager and/or Human Resources Partner. This policy is effective 
6/2/2022
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 It is your responsibility to follow the below guidelines when engaging with our customers and responding to store situations. The EOC (see Contacts 
section) is a great resource and can help with next steps in any situation. If there is an emergency of any kind in your store, please call 911. 

 

SITUATION DO DON’T 

Customer Service 

• Do provide an exceptional customer experience to 
every customer who walks through the door. 

• Do be attentive. 

• Do ensure all customers have been greeted. 

• Don’t follow a customer around the store  
unless he/she has asked for assistance. 

• Don’t call for other associates to provide  
service using code words or terms. 

Shoplifting 

• Do acknowledge all customers, sell with your head up – 
greet and acknowledge all customers who are entering 
and exiting your store. 

• Do get an SLT member if you are concerned or feel the 
situation escalating. 

• Do provide the same level of engagement and support 
to every customer. 

• Do treat everyone equally. 

• Do use headsets to communicate any selling needs 
any customer would have. 

• Associates should move throughout the stores in order 
to provide great service to all customers. 

• Do report all theft incidents, the same day they 
occurred, to asset protection via AP Reporting on 
Gingham Gateway. 

• Do call mall security, the police, and the EOC (800-
765-7465) if you feel your safety or the safety of other 
associates or customers is at risk. 

• Don’t accuse a customer of shoplifting. 

• Don’t detain or apprehend a shoplifter. 

• Don’t approach customers based on race, 
color, religion, gender, gender identity, national 
origin, citizenship, age, disability, sexual 
orientation, marital status, or any other 
protected characteristic. 

• Don’t leave the store to follow a shoplifter or 
write down a license plate or vehicle 
description. 

• Don’t take photos or record video of customers, 
shoplifters, vehicles, or license plates. 

• Don’t use code words to describe the customer 
to other associates. 

• Don’t instruct mall security to make an 
apprehension, detain a customer or conduct a 
store walk through on any shoplifting issues. 

• Don’t contact mall security, the police, another 
retailer or BBW store about a suspicious 
individual(s) in your store. 

• Don’t notify the police, provide information or 
sign a complaint without notifying asset 
protection first. 

Customers Taking 
Photos/Videos  
in Stores 

• Do continue engaging with the customer and providing 
exceptional customer service. If you are concerned or 
feel the situation escalating, get an SLT member who 
will take over. 

• Don’t ask the customer to stop taking 
photos/videos. 

• Don’t ask the customer to leave. 

• Don’t allow media to take photos or videos in 
the store. Please direct them to media relations 
at communications@bbw.com. 

Returns 

• Do follow our return policy. 

• Do use good judgment. 

• Do get an SLT member who will take over if you are 
concerned or feel the situation escalating. 

• Do call mall security and the EOC (800-765-7465) if  
you feel your safety or the safety of other associates  
or customers is at risk. 

• Don’t be afraid to use good judgement. In some 
cases, deviating from policy may be necessary. 
If you need to deviate from policy, get a 
manager who will help determine the right 
course of action. 
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SITUATION DO DON’T 

Hostile, Violent or 
Aggressive Customers 

• Do use simple de-escalation techniques: 

- Maintain a low, calm voice. 

- Listen to understand ... not to respond. 

- Be attentive. 

- Keep your hands by your side or behind  
your back ... while using non-threating posture. 

• Do adhere to mall policies. 

• Do get an SLT member who will take over if you are 
concerned or feel the situation escalating. 

• Do call mall security, the police and the EOC (800-765-
7465) when it is safe to do so if you feel your safety or 
the safety of other associates or customers is at risk. 

• Don’t yell at the customer or accuse them of 
negative behavior. 

• Don’t put yourself in a potentially dangerous 
situation. 

• Don’t follow the customer out of the store. 

• Don’t continue to discuss the situation near 
other customers. 

Large Groups of 
Customers 
(including juveniles) 

• Do be attentive. 

• Do adhere to mall policies. 

• Do get an SLT member who will take over if you are 
concerned or feel the situation escalating. 

• Do call mall security, the police and the EOC (800-765-
7465) when it is safe to do so if you feel your safety or 
the safety of other associates or customers is at risk. 

• Don’t follow the group around the store. 

• Don’t assume negative intentions. 

• Don’t call mall security for a walk through.  
Only call mall security if you feel your safety  
or the safety of other associates or customers  
is at risk. 

Protests and 
Demonstrations 

• Do remain calm, polite and non-confrontational. 

• Do politely ask demonstrators to leave the store. This 
should be done by an SLT member. 

• Do maintain a “business as usual” environment and 
ensure associates continue to provide service to 
customers. 

• Do call the EOC (800-765-7465) to report the protest/ 
demonstration. 

• Do call mall security and the EOC (800-765-7465) if 
you feel your safety or the safety of other associates or 
customers is at risk. 

• Do document any threats, in person or by phone, and 
immediately notify the police and the EOC (800-765- 
7465). 

• Don’t, under any circumstances, attempt to 
physically remove the demonstrators. 

• Don’t go outside to protect property or vehicles. 

• Don’t answer customers’ inquiries about the 
situation on behalf of the company. Offer to 
take their name and number and let them know 
that a company representative will contact 
them. Provide their name and number to the 
EOC. 

• Don’t comment on behalf of the company to the 
media about the situation. Please direct the 
request to media relations at 
communications@bbw.com. 

Media Relations 

• Do send all media requests and any other requests to 
comment on behalf of the company to media relations 
communications@bbw.com. 

• Don’t allow media to take photos or videos in 
the store. Please direct them to media relations 
at communications@bbw.com. 

• Don’t comment on behalf of the company to the 
media about the situation. Please direct the 
request to media relations at 
communications@bbw.com. 
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Our dress code is essential to providing a great customer experience 
and communicates our image and what we symbolize as a brand. You 
are not required to purchase or wear company merchandise. Associates 
may be sent home and may be subject to disciplinary action, up to and 
including termination for cause, for not following dress code.  
 

ATTIRE 

Work attire must be clean, neat and well-maintained and includes: 

• Apron (neatly worn) 

• Nametag (straightened on top-right corner of apron, so associates 
can be easily identified) 

• PocketBac (provided by the company) attached through apron 
grommet hole  

• Fully closed toe shoes with stable rubber sole.  

• Denim, blue or tan/khaki pants 

- Cropped pants must be no higher than 6” from ankle  

• Short or long-sleeved white, or gingham shirt 

- Gingham is defined as any gingham pattern that includes 
white plus another color. 

• Religious headwear (if applicable) 

- Partner with your DM/HR partner for religious dress 
accommodations 

Wear weather appropriate clothing to be safe while supporting store 
initiatives (i.e. BOPIS, managing lines outside the store, etc.)  

 
NON-MALL STORES ONLY 

Associates working in non-mall stores may wear the below weather-
appropriate clothing while managing the line outside the store. 

Warm Weather 

• Moderate-length shorts and skirts with a finished hem 

• In both cases, the hem must come to the end of your fingertips or 
below when standing with arms extended straight down by your 
sides 

• Hats to protect from the sun 

Cold Weather 

• Coats 

• Boots 

• Hats, Gloves, Scarves (no logos) 

NOTE: The balance of dress code guidelines apply, including the 
prohibition of tank tops and flip flops. 

 
PERSONAL GROOMING 

• Nails should be well kept and clean; polish is optional 

• Tattoos – may be visible so long as they do not contain imagery 
or words that are not aligned with our values 

• Makeup – must be neat, tasteful and applied in moderation 

• Hair – vibrant hair colors are acceptable 

• Accessories like belts, piercings and ear gauges are acceptable, 
so long as they project a professional and approachable image to 
our customers and the public 

NOT PERMITTED 

• Cream, off-white, taupe shirts 

• Sleeveless shirts or tank tops 

• Crop tops 

• Shorts (except moderate length shorts in non-mall stores while 
managing the line outside the store) 

• Jumpers 

• Overalls 

• Cargo or carpenter pants 

• Sport tennis shoes, such as running, basketball, aerobic shoes 

• Slip/slide on or “Birkenstock” type sandals or rubber gardening 
shoes (Crocs) 

• Flip-flops or any sandals 

• Any statements, logos or language visibly displayed that are not 
company-approved or provided are not permitted on the sales 
floor during business hours – this includes any pins, buttons, 
badges, lanyards, stickers, decals or labels. 
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Associates must enter and exit the store through the front entrance or 
other designated area only.   

STORE ENTRANCES AND EXITS 
The back door of the store must be kept locked at all times. Only an 
authorized associate may unlock the door and must remain at the door 
as long as it remains unlocked, including during the delivery process. 
Where available, use the viewing port prior to opening the back door. 

STORE ALARMS 
Select stores are equipped with an alarm system to serve as a 
deterrent, as well as to provide quick detection in the event of a break-
in. The alarm system must be armed by the SLT at the end of each 
business day. The only exception is if a security guard is in the store for 
overnight work. 

OPENING ON TIME 
Stores must open at the regularly scheduled time each day. If the store 
does not open on time, notify the DM and contact the EOC.   

BEFORE AND AFTER BUSINESS HOURS 
Only scheduled associates are permitted in the store before or after 
business hours unless authorized by the district manager. 

FOOD AND DRINKS ON THE SALES FLOOR 
Drinks or food should not be on the sales floor before, during or after 
business hours. Food and drinks for special events (e.g., Black Friday 
potluck) or floorsets should be stored and consumed in non-sales  
areas only. 

BAG CHECKS 
When you work, you must have your personal items, including your bag, 
coat and packages, checked anytime you leave the store. You must 
remain clocked-in during bag checks. You should remove your coat, if 
you are wearing one, prior to the check. If you are an SLT member, 
another SLT member must check your personal items. If another SLT 
member is not in the store, an associate must check your personal 
items. If you are off the clock, in the store only to shop and do not go 
into non-sales areas, you do not need to complete a bag check. Home 
Office associates working in stores must also have their personal items 
check if they were in non-sales areas. 
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STORE COVERAGE 
An SLT member must be in the store at all times. In general, the SLT 
member must be on the sales floor, except for rest and meal periods or 
receiving deliveries at the back door. 

PHONE SCAMS 
You are held accountable to use good judgment with respect to phone 
scams. Fraudulent callers use techniques such as referring to actual 
names and/or numbers of people who work for the company or may 
claim to be from a government or law enforcement agency. However, 
company leaders, home office associates, asset protection, government 
or law enforcement officials will never call asking for cash, gift cards or 
personal information. Any such request should be a warning to you that 
the caller is fraudulent. 

If you suspect a call may be fraudulent, take the following actions: 

• Ask for the caller’s name and call back number. 

• Do not allow the caller to rush you or keep you on the phone. 

• Hang up the phone immediately if the caller becomes aggressive 
or disrespectful. 

• Never remove cash from a register, the safe or the store at the 
request of any caller. 

• Never ring up gift cards or provide gift card information at the 
request of any caller. 

• Do not give anyone calling the store personal information about 
you or anyone else. 

• SLT should never leave associates alone in the store for any 
reason. 

• Call the EOC to report the call. 

INTERNAL THEFT 
All associates are responsible for protecting company assets and 
reporting internal theft. Sometimes internal theft can be obvious, such 
an associate stealing merchandise or money. Other times, it may be as 
subtle as an associate involved in discount or coupon abuse. You must 
report all suspicions of internal theft.  

COUPONS  
We have great brands and merchandise, but you must comply with 
company rules governing in-store promotions, rewards and 
sweepstakes programs, the use of coupons and the receipt of any 
merchandise-issued gratis. Giving yourself, another associate or a 
customer unauthorized discounts is a violation of company policy. If you 
are ever in doubt, ask your manager before proceeding. 

ASSOCIATE GRATIS 
Complimentary merchandise, or gratis, is offered to associates to 
support the launch of a new product. In addition to gratis, some product 
may be available to dram. Dramming allows associates to try a sample 
amount of a product. Gratis and dram samples must only be given as 
directed by home office. Gratis may be given to another person as a gift 
but cannot be resold, returned or exchanged.  

HANDLING CASH 
Do not leave the cash drawer open, leave funds outside the register or 
remove funds from the register for non-business use. Removal of funds 
from the register for an authorized purpose must be completed by an 
authorized associate and must be accompanied by register-produced 
documentation. Do not begin closing registers or counting money while 
customers are still in the store. 

All Canada currency presented for payment must be accepted. If a bill is 
suspect due to obvious tampering do not accuse the customer of 
passing a counterfeit bill. Accept the bill and place in the register, under 
the inside cash drawer until an SLT member can be notified. The SLT 

member should notify the EOC of the potential counterfeit bill after 
preparing and including the bill in the nightly deposit. For safety 
reasons, you must not stop or assist mall security in the apprehension of 
a customer with suspect currency. Do not contact mall security or any 
form of law enforcement should a bill be determined suspect. 

RETURNED, DAMAGED AND EXPIRED 
MERCHANDISE 
Used, damaged or untagged merchandise can be accepted for return, 
but must never be returned to the sales floor. If you are ever in doubt, 
ask a manager before proceeding. 

Damaged merchandise is any merchandise that is not in sellable 
condition. Immediately remove damaged merchandise and process as 
damaged. Do not give away or discount damaged merchandise for 
associates, customers, charitable organizations or use in non-sales 
areas.  

Occasionally items in the store expire due to the contents and mixture of 
ingredients. Expired product cannot be sold to customers or associates 
and must be removed from the sales floor immediately. Product is not 
sellable if it is less than 90 days to the expiration date.  

Refer to operating procedures for instructions on how to process 
returns, damages and expired product. 

TESTERS 
Testers are available for customers to try our products. Do not give 
away or discount testers for associates, customers or charitable 
organizations. Unless specifically directed by the home office, do not 
keep testers in non-sales areas for associate use. 

MARK OUT OF STOCK (MOS) ASSOCIATE SALE 
The MOS associate sale gives associates the opportunity to purchase 
MOS items for home office determined prices. The sale must take place 
in the store, not in a storage unit. Once the sale is complete all 
remaining product must be disposed of following regular disposal 
procedures. Any remaining MOS items should not be donated to a 
charity, shelter, etc. Taking MOS merchandise without properly 
purchasing it is considered theft and may result in termination for cause. 
Merchandise purchased at the MOS associate sale may be given to 
another person as a gift but cannot be resold, returned or exchanged. 

COMPANY MOBILE DEVICES (MPOS, IPADS, 
TABLETS) 
All company-owned devices are for business use only and must remain 
in the store or approved company offsite unit at all times. Only 
authorized applications (as determined by home office) are allowed on 
the device. When not in a charging station, devices should remain in an 
associate’s possession. Do not allow customers to use the units. Lost or 
stolen units must be reported immediately to store technology services 
STS and the EOC (see Contacts section).  

TRANSPORTING COMPANY MERCHANDISE AND 
PROPERTY 
Only U-Haul trucks may be used to transport merchandise and/or 
company property between stores or to offsite/pod locations, associates 
may not use personal or company vehicles. U-Haul trucks may only be 
driven by SLT trained in the driving safe work practice. 

HIRING FRIENDS AND FAMILY 
At home office direction only, stores may hire friends and family 
periodically to support high-volume days. Friends and family must be at 
least 16 years old and may only be scheduled to support additional 
workload on high volume days. They cannot be scheduled in place of 
core or seasonal associates. Store managers may not hire family 
members for work within their store. 
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DEARTMENT CONTACT INFORMATION WHEN TO CONTACT OR REFERENCE 

Benefits Information 
hraccess.lb.com>Benefits >Benefits 
Information  
 

To find information about your benefits. 

Code of Conduct https://www.bbwinc.com/our-
company/associates/our-code-of-conduct 

To find information that defines behaviors that are 
acceptable and those that are not.  

Emergency Operations 
Center 

1.800.765.7465 
emergencyoperationscenter@lb.com 

To report work-related incidents that impact 
associate/customer/guest safety, or other incidents 
that impact normal business operations. 

Employment 
Verification 

Verification exchange from Equifax 
1.866.736.7162 

To access instant employment and income 
verification when applying for a mortgage or loan, 
reference checking, leasing an apartment or other 
instances where proof of employment or income is 
needed. 

Ethics Hotline lb.ethicspoint.com 
1.866.892.4241 

To report unethical behavior or suspected 
violations of our Code of conduct. 

Expense 
Reimbursement 

1.877.415.7168 
aer@lb.com 
 
Travel and Expense Policy  
Home office and DC associates: Gingham 
Gateway Home Office: Policies>Travel & 
Expense Policy 
Store associates: Gingham Gateway 

To find information related to travel and expense 
reimbursement. 

HR Access hraccess.lb.com 
To reference, update and access all personal and 
benefits information.  

HR Direct 1.855.770.8707 

To contact the single resource for your benefits & 
payroll information. HR Direct representatives will 
assist you Monday - Friday between 8 a.m. and 5 
p.m. EST. 

Health and Safety 514.297.3661 
Healthandsafety@lb.com 

For Health & Safety, public health inspector visits, 
associate injuries, worker’s compensation claim, 
preventative leave (QC), workplace hazards, 
workplace violence and harassment incidents, 
return to work program 

Media 
Relations/External 
Communications 

communications@bbw.com If you receive a media inquiry. 

CONTACTS 
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