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Keeping Customers  
& Visitors Safe 

•  Calculating the maximum number of 
customers that can reasonably follow 
social distancing guidelines (2m, or 1m 
with risk mitigation where 2m is not 
viable, is acceptable) at the venue. Taking 
into account total indoor and outdoor 
space, specific venue characteristics 
such as furniture as well as likely pinch 
points and busy areas.

•  Reconfiguring indoor and outdoor 
seating and tables to maintain social 
distancing guidelines (2m, or 1m with 
risk mitigation where 2m is not viable, 
is acceptable) between customers of 
different households or support bubbles. 
For example, increasing the distance 
between tables.

•  Working with your local authority or 
landlord to take into account the impact 
of your processes, including queues, on 
public spaces such as high streets and 
public car parks.

•  Working with neighbouring businesses 
and local authorities to provide 
additional parking or facilities such 
as bike-racks, where possible, to help 
customers avoid using public transport.

•  Reducing the need for customers to 
queue, but where this is unavoidable, 
discouraging customers from queueing 
indoors and using outside spaces for 
queueing where available and safe. 
For example, using some car parks and 
existing outdoor services areas.

•  Managing outside queues to ensure they 
do not cause a risk to individuals, other 
businesses or additional security risks, 
for example by introducing queuing 
systems, having staff direct customers 
and protecting queues from traffic by 
routing them behind permanent physical 
structures such as street furniture, bike 
racks, bollards or putting up barriers.

•  Providing clear guidance on social 
distancing and hygiene to people on 
arrival, for example, signage, visual aids 
and before arrival, such as by phone, on 
the website or by email.

•  Managing the entry of customers,  
and the number of customers at a 
venue, so that all indoor customers are 
seated with appropriate distancing, 
and those outdoors have appropriately 
spaced seating or standing room. This 
is to ensure that the venue, including 
areas of congestion does not become 
overcrowded. Managing entry  
numbers can be done, for example, 
through reservation systems, social 
distancing markings, having customers 
queue at a safe distance for toilets 
or bringing payment machines to 
customers, where possible.

•  Making customers aware of, and 
encouraging compliance with, limits on 
gatherings. For example, on arrival or at 
booking. Indoor gatherings are limited 
to members of any two households 
(or support bubbles), while outdoor 
gatherings are limited to members of any 
two households (or support bubbles), or 
a group of at most six people from any 
number of households.

•  Encouraging customers to use hand 
sanitiser or handwashing facilities  
as they enter the venue.

•  Ensuring any changes to entrances, 
exits and queue management take into 
account reasonable adjustments for 
those who need them, including disabled 
customers. For example, maintaining 
pedestrian and parking access for 
disabled customers. 

•  Reminding customers who are 
accompanied by children that they  
are responsible for supervising them 
at all times and should follow social 
distancing guidelines. 

•  Keeping indoor and soft play areas 
closed. For guidance on opening outdoor 
playgrounds safely, see guidance for 
managing playgrounds published by  
The Ministry of Housing, Communities 
and Local Government. 

•  Looking at how people move  
through the venue and how you could 
adjust this to reduce congestion and 
contact between customers, for example, 
queue management or one-way  
flow, where possible. 

•  Planning for maintaining social 
distancing guidelines (2m, or 1m with 
risk mitigation where 2m is not viable, 
is acceptable) in the event of adverse 
weather conditions, being clear that 
customers cannot seek shelter indoors 
unless social distancing  
can be maintained. 

•  Working with neighbouring businesses 
and local authorities to consider how to 
spread the number of people arriving 
throughout the day for example by 
staggering opening hours; this will help 
reduce demand on public transport at 
key times and avoid overcrowding.

 
•  Determining if schedules for essential 

services and contractor visits can be 
revised to reduce interaction and overlap 
between people, for example, carrying 
out services at night.
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Food & Drink 

•  Maintaining social distancing (2m, or 
1m with risk mitigation where 2m is not 
viable, is acceptable) from customers 
when taking orders from customers.

•  Using social distance markings to  
remind customers to maintain social 
distancing (2m, or 1m with risk mitigation 
where 2m is not viable, is acceptable) 
between customers of different 
households or support bubbles.

•  Minimising customer self service of  
food, cutlery and condiments to reduce 
risk of transmission. For example, 
providing cutlery and condiments  
only when food is served.

•  Providing only disposable condiments 
or cleaning non- disposable condiment 
containers after each use.

•  Reducing the number of surfaces 
touched by both staff and customers. For 
example, asking customers to remain at 
a table where possible, or to not lean on 
counters when collecting takeaways.

•  Encouraging contactless payments 
where possible and adjusting location 
of card readers to social distancing 
guidelines (2m, or 1m with risk mitigation 
where 2m is not viable, is acceptable).

•  Minimising contact between front of 
house workers and customers at points of 
service where appropriate. For example, 
using screens or tables at tills and 
counters to maintain social distancing 
guidelines (2m, or 1m with risk mitigation 
where 2m is not viable, is acceptable).

•  Ensuring all outdoor areas, with 
particular regard to covered areas,  
have sufficient ventilation.  
For example, increasing the open  
sides of a covered area.

Takeaway & Delivery 

•  See government guidance on food  
safety for food delivery. Encouraging 
customers to order online, on apps or 
over the telephone to reduce queues  
and stagger pick-up times. 

•  Minimising contact between kitchen 
workers and front of house workers, 
delivery drivers or riders, for example, by 
having zones from which delivery drivers 
can collect packaged food items. 

•  Limiting access to venues for people 
waiting for or collecting takeaways. 
Setting out clear demarcation for social 
distancing (2m, or 1m with risk mitigation 
where 2m is not viable, is acceptable) 
for delivery drivers, riders or customers 
queuing. Asking customers to wait 
outside or in their cars. 

•  Working with your local authority, 
landlord and neighbours to ensure 
designated waiting areas do  
not obstruct public spaces.

Toilets 

•  Public toilets, portable toilets and toilets 
inside premises should be kept open and 
carefully managed to reduce the risk  
of transmission of COVID-19. 

•  Using signs and posters to build 
awareness of good handwashing 
technique, the need to increase 
handwashing frequency and to  
avoid touching your face, and to  
cough or sneeze into a tissue which  
is binned safely, or into your arm  
if a tissue is not available. 

•  Consider the use of social distancing 
marking in areas where queues  
normally form, and the adoption of a 
limited entry approach, with one in,  
one out (whilst avoiding the creation  
of additional bottlenecks). 

•  To enable good hand hygiene  
consider making hand sanitiser 
available on entry to toilets where safe 
and practical, and ensure suitable 
handwashing facilities including running 
water and liquid soap and suitable 
options for drying (either paper towels  
or hand driers) are available. 

•  Setting clear use and cleaning guidance 
for toilets, with increased frequency of 
cleaning in line with usage. Use normal 
cleaning products, paying attention to 
frequently hand touched surfaces, and 
consider use of disposable cloths or 
paper roll to clean all hard surfaces. 

•  Keep the facilities well ventilated,  
for example by fixing doors open  
where appropriate. 

•  Special care should be taken for cleaning 
of portable toilets and larger toilet blocks. 

•  Putting up a visible cleaning schedule 
can keep it up to date and visible. 

•  Providing more waste facilities and  
more frequent rubbish collection.
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Top Tips For Pubs &  
Restaurants - Workforce 

•  Ensuring workers who feel  
unwell stay at home.

•  Increase frequency of handwashing  
and surface cleaning.

•  Consider social distancing measures  
for workforce.

•  Keeping the activity time involved  
as short as possible.

•  Using screens or barriers to separate 
workers from each other and workers 
from customers at points of service.

•  Using back-to-back or side-to-side 
working (rather than face-to-face) 
whenever possible.

•  Reducing the number of people each 
person has contact with by using ‘fixed 
teams or partnering’ (so each person 
works with only a few others).

Top Tips For Pubs &  
Restaurants - Customers  

•  Clear signage asking customers  
who feel unwell to stay away (maybe  
we need some extra recovery pack 
posters for this) 

•  Further lowering capacity - even if it 
is possible to safely seat a number of 
people inside a venue, it may not be safe 
for them all to travel or enter that venue.

•  Staggering entry times with other  
venues and taking steps to avoid queues 
building up in surrounding areas.

•  Arranging one-way travel routes 
between transport hubs and venues.

•  Advising patrons to avoid particular 
forms of transport or routes and to  
avoid crowded areas when in  
transit to the venue.
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Please see current UK  
Government’s COVID-19  
Secure Guidelines available on:
gov.uk/guidance/working-safely-
during-coronavirus-covid-19


