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Key requirements
n Communication: daily briefing. 

n PPE: hand sanitiser (minimum 60% alcohol based), wipes, masks, disposable gloves. 

General instructions
n Always keep at least 2 metres away from other people. 

n If necessary, use flexible working hours and split shift teams to minimise the risk of people gathering. This may 
also mean repositioning desks and / or where staff sit during breaks.

n Operate a “one phone / terminal / card machine” to a person policy. If not possible, sanitise the equipment after 
every use.

n Wipe down all surfaces including, but not limited to, desks, trade counters, work stations, packing benches/
stations, stair hand rails, phones, screens and keyboards, photocopiers, desk stationery and credit card readers 
regularly with wipes.  

n Wipe down equipment and vehicles used to move products, including, but not limited to cable cutters, pallet 
truck, forklift truck, pump truck, scanner.

n Wipes, like all rubbish, should be binned immediately and not left for someone else to clear up.

n Ideally wash your hands with soap and hot water for 20 seconds once every hour.

n Do not touch your eyes, nose or mouth if your hands are not clean.

n Increase ventilation where you can.

n Resist the temptation to prop doors open to reduce contact with handles. FIRE DOORS MUST BE KEPT CLOSED. 
Instead, introduce more regular cleaning of door handles. Longer term, investigate hands-free door opening 
options.

n Drink dispensing machines should be taken out of use or sanitised after each use.

Establish a collection protocol and communicate it to your customers

F

Warehouse and Trade Counter StaffAPPLIES TO:

SERVING 
“COLLECT” CUSTOMERS

The situation in every branch will be different, but if you cannot 
maintain a 2 metre distance between your employees and 
customers collecting their orders, then your branch or business 
should not be offering a collection service. The safety of your 
employees and customers must be a priority, and the following 
is an example of best practice.

n All employees taking orders to collection points must wear disposable 
gloves and ensure social distancing is adhered to at all times.

n Demarcation of bays in your carpark or forecourt, and identification 
of collection points/boxes.

n Customers place orders for collection via email/over the phone.

n The customer will be given a date and time for collection.

n When the customer arrives to collect their order, they should phone 
the branch to confirm that they are ready for their order.

n The customer is instructed to wait in their vehicle until their order has 
been placed at the collection point/box. 

n The order will only be placed in the agreed collection point/box if safe 
to do so eg. if there is no-one standing around.

n Once the order has been placed in the agreed collection point/
collection box, the customer will receive a phone call to confirm they 
can collect their order.

n Customers will be asked to check their order before leaving.


