
 

 

Managing Customer Checklist   
 

It is important that you have procedures put in place before customers enter your business. 

Please note that this is not an exhaustive list. 

Site checks  Yes No Date Notes 

Restrict the number of customers within the 

premises so you can follow the 2m social 

distancing rules. Take into account the total floor 

space and where the busy areas are.  

 

    

Suspend or reduce customer services that 

cannot be undertaken without contravening 

social distancing guidelines. This may include re-

thinking how assistance is provided, for example, 

using fixed pairs of colleagues to lift heavy 

objects rather than a single colleague lifting with 

a customer. 

    

Encourage customers to shop alone where 

possible, unless they need specific assistance. 

    

Ensure customers who are accompanied by 

children are responsible for supervising them at 

all times and are following social distancing 

guidelines. 

    

Put a queue management system in place and a 

one-way flow, where possible, to reduce 

congestion.  

    

Ensure that any changes to entries, exit and 

queue management take into account 

reasonable adjustments for those who need 

them, including disabled shoppers. 

    

Use outside premises for queuing where 

available and safe, for example car parks. 

    

Work with your local authority or landlord to take 

into account the impact of your processes on 

public spaces such as high streets and public car 

parks. 

    

Limit the amount of customers handling 

merchandise, for example, through different 

display methods, new signage or rotation of high-

touch stock. 

    

Put in place pick-up and drop-off collection points 

where possible, rather than passing goods hand-

to-hand. 

    

Enforce staggered collection times for customers 

collecting items, with a queuing system in place 

to ensure a safe distance of 2m. 

    

Set up 'no contact' return procedures where 

customers take return goods to a designated 

area. 

    

Encourage contactless payments and refunds.     

Keep returns separate from displayed 

merchandise/stock to reduce the likelihood of 

transmission through touch. 

    



 

 

 
 


