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Face covering
From 24 September 2020 customer-facing staff must wear face coverings/masks, as should your customers. If your 
business has taken steps to create a physical barrier or screen between workers and members of the public then the 
staff behind the barrier or screen will not be required to wear a face covering. A face covering is something which 
safely covers the nose and mouth. You can buy reusable or single-use face coverings. You may also use a scarf, 
bandana, religious garment or hand-made cloth covering but these must securely fit round the side of the face.

You should also wear a face covering in indoor places where social distancing may be difficult and where you will 
come into contact with people you do not normally meet.

Office workers within a branch who can work from home should continue to do so.

What to do if a customer refuses to wear a face covering
Premises where face coverings are required should take reasonable steps to promote compliance with the law. If 
a customer enters your premises without a face covering or incorrectly worn, you may find the following guidance 
useful. 

n Check whether they are exempt from wearing a face mask. You can find the full list of exemptions online here 
Face coverings: when to wear one, exemptions, and how to make your own, but this includes: 

   • people who cannot put on, wear or remove a face covering because of a physical or mental illness  
   or impairment, or disability

   • if you are speaking to or providing assistance to someone who relies on lip reading, clear sound  
   or facial expressions to communicate

n If they are not exempt but are not wearing a face covering/mask offer them a free face mask.

If they refuse to wear the face covering you could offer the following:
n Ask them to return to their vehicle and a member of staff with call them on the phone to take their order and 

bring it out to them.

n Make them aware of your click and collect service and how it works.

Depending upon how the interaction progresses with your customer, you may consider contacting their employer,  
if applicable, to discuss the situation further.  

NHS Test and Trace QR codes
Currently wholesalers and manufacturing sites are not within the scope of the business/venues required to display a 
QR code which is scanned through the NHS Test and Trace App. You can find the current list of businesses for which 
it is a requirement here 

Some EDA businesses are voluntarily displaying the NHS Test and Trace QR code within their branches or for use by 
external visitors attending meetings. If you wish to do so, this is where you obtain your QR code
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https://www.gov.uk/government/publications/face-coverings-when-to-wear-one-and-how-to-make-your-own/face-coverings-when-to-wear-one-and-how-to-make-your-own
https://faq.covid19.nhs.uk/article/KA-01183/en-us?parentid=CAT-01043&rootid=CAT-01027 
https://faq.covid19.nhs.uk/article/KA-01183/en-us?parentid=CAT-01043&rootid=CAT-01027 
https://www.gov.uk/create-coronavirus-qr-poster

