
SOME KEY POINTS FOR NON-ESSENTIAL RETAILERS WHEN REOPENING: 

Key points to remember around Social Distancing are:  

Strong leadership is key to supporting our colleagues staying safe.  

Queue management - The queue should be outside the store not inside. The 

volume of customers in your store must be controlled and when you see the 

footfall increasing you must take control to manage entry to ensure that we 

protect all colleagues and customers.  

Helping explain to anxious customers the “guidelines” can be critical but also 

saying it in a way that is meaningful can diffuse tension and anxiety.  

Here are some sentences you can have to hand that might help with explaining 

matters:  

• We are only allowed to have a certain number of customers per square foot 

in the store at a time. We really appreciate your patience. It is to keep us all 

safe and that’s really important to all of us.  

• Queuing externally and limiting the number of customers allows us to 

reduce risk and serve you safely. We care about this community and want 

to ensure everyone is safe in our store.  

• We appreciate that this is different for you. It’s different for us too and we 

really appreciate you being patient with us.  

• In order to fill our store, we have to take different approaches which means 

closing off aisles, closing early to fill or sometimes having to close for an 

hour to get key lines filled up for you to buy. It is strange for all of us to 

adjust to – we appreciate your patience.  

• Please be patient whilst we adhere to social distancing guidelines, I really 

appreciate this may increase your shopping time, but the rules are there to 

protect our community and our colleagues.  Tips to manage conflict:  



• If you feel threatened at any point you have the right to close your store.  

• The local police have made it clear they are there to support key workers. If 

you have consistent issues at your store, then please engage with your 

local force to ask for help  

• Do not engage in an argument, simply articulate why we are social 

distancing and limiting the numbers of people in our store. If you feel 

threatened then step back, call for a colleague or manager and always 

report abuse on with the police.  

• Remember our role is to ensure we keep everyone safe and no matter what 

remember the following:  

• Regular handwashing.  

• Don’t touch your face.  

• Maintaining social distancing.  

• Your queue should be outside your store and of course managed in a social 

distanced way.  

 


