THE POST-COVID
PL AYBOOK

Flow Hospitality is a leading online training
provider for the hospitality industry, working
with operators across the globe. Flow provides
a dynamic learning management system and
accredited training content, covering industry
specific compliance, service and management.
Helping businesses stay compliant, increase
sales, and improve customer service, Flow is
trusted by the likes of Gaucho, Sodexo and
Soho House.
In December 2019 Flow merged with Mapal
Software, a management and business
intelligence solution whose main objective
is to help restaurant professionals optimize
their business, reduce costs and offer better
service. The brand is trusted by first-class
gastronomy names, independent groups and
large restaurant and retail brands, such as
Five Guys, Burger King or Starbucks. Together
Flow and Mapal offer a unique end to end
solution for back and front of house
efficiency and profitability.

“

While this has certainly been one of the most
challenging times for hospitality I’d like to start
out on a positive note. We have seen this industry
work together more than ever before, including
incredible efforts to help our health services
and our people, and unprecedented levels of
innovation and entrepreneurship that have
changed our industry forever.

Our teams have been working hard with industry
partners to make sure the advice we’re creating
is industry leading and accurate.

This playbook is a free resource that acts as a
taster of the broader and more in-depth training
content that we’ve created to help your teams get
into the best possible position to succeed. This
guide and the new training modules are all about
looking forward and helping you to succeed in a
post Covid environment. Our training modules
are available complimentary to all of our clients
and if you would like to find out more do not
hesitate to get in touch.

Throughout this global challenge it has been
great to see businesses coming together from all
over the world and we are confident that we will
be coming out of this stronger.

As a hospitality professional myself, I run several
restaurants and have worked in tech companies
for many years with a focus on helping the two
work together. We all want to get back to a place
of trading and profitability, and digital tools will
help us get there.
Here in this playbook we’re focused on creating
a framework to help guide your thinking as we
gradually begin to reopen our venues.

We’re sure you’ll find it useful and if you are
looking for support with upskilling and instilling
confidence in your broader teams we’d love for
you to get in touch.

“

PR E PA R I N G FO R TH E
NEW NORMAL

From all of us at Flow Hospitality and Mapal
Software, stay safe, and we look forward to
seeing you again soon.
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C E O O F F LOW H O S P I TA L I T Y
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Safety

STAFF PROTECTION

R I S K A S S E S S M E NT
Health declarations from staff returning
to work.
Screening and temperature checks.

Don’t forget about employee mental
health and wellbeing. Many of your
staff will have been stuck at home for 4
months or more. They may be anxious,
struggling financially, or have been
affected by the virus directly.

Postpone non-essential activities that could
risk staff or strain health services.

“

PROTEC TIVE PROCE DURES

Your staff must be
your priority, always.

J U L I A W I L S O N F R O M FO O D A L E R T O N H O S P O L I V E

6

Safety – Staff Protection

”

Provide information on PPE, and how and
when it should be used.
Look out for symptoms of the virus, and
ensure reporting procedures are in line with
RIDDOR requirements.
Extra controls in place to ensure staff safety
Regularly review and update staff on,
protection procedures.

C AS E STU DY
B RE WD O G
Brewdog have been in the news regularly
during lockdown, from creating hand sanitizer
for the NHS to offering customers a free beer
when the lockdown lifts. Already open in Oslo
they have laid out their ten step plan to be ready
for their UK bars to follow suit.

Watch James
Brown, Retail Director
at BrewDog talking
about reopening
on HospoLive
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Safety – Staff Protection

H OW B R E W D O G A R E
M A K I N G TH I N G S S A FE
1

Contactless ordering on the
Brewdog App

2

All bar crews will be wearing
masks and gloves

3

Hand sanitizer stations

4

Reduced furniture

5

Clear signage

6

Monitoring of capacity

7

Single use menus

8

Contacless payment via
terminals or the Brewdog app

9

Physical table screens available
on request

10 Surface cleaning every 15 minutes

Safety

CLEANING & HYGIENE

N E W C LE A N I N G RO UTI N E S
Check chemicals to ensure they eliminate
viruses and ensure contact times for
chemicals are met.
Use contracted cleaners for deep sanitation.
Consider laundering staff uniforms.

If one of your staff gets sick you have to
get out in front of the problem. Staff on
that shift should self isolate, deep clean
your venue, and communicate with
your guests before they hear it from
anyone else.

Provide the correct PPE for cleaning
including disposable gloves, aprons
and cloths when needed.

TR A I N I N G

H A N D WA S H I N G

Ensure staff know how to use cleaning products
safely (COSHH, HACCP) – implement refresher
training policies.

Ensure staff wash hands properly
and frequently.
Provide essentials to proper hand cleaning
(warm + cold water, anti bac soap,
paper towels).

TH E TH E ATR E O F
C LE A N I N G
It is crucial to make cleaning highly visible
to reassure customers. This is no longer
something to do out of sight.

Implement FOH hand washing stations.
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Safety – Cleaning & Hygiene

Place cleaning records in plain sight.

C AS E STU DY
TO P TI P S FRO M FO O D
A LE R T’ S J U LI A
1 	PPE is the last resort in your safety

measures. more important are things like
hand washing properly for 20 seconds with
soap. You need to be checking people when
they come in making sure that they are not
exhibiting any symptoms, having really
strict procedures in place for reporting
illness, and change the mindset of
working at all costs to staying at
home to protect people.

2 	There’s a real concern that people put on

a pair of gloves and think that they are
totally protected from anything, and when
you wear gloves you don’t feel your hands
getting dirty. While gloves can be useful
for taking the bins out or handling reafy to
eat food. Do not use gloves instead of hand
washing, because hand washing is the
most important thing that you can do for
your hands to remove the virus.

3 	Be careful when you open up and turn on
J U L I A W I L S O N F R O M FO O D
ALERT ON HOSPOLIVE
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Safety – Cleaning & Hygiene

your water systems. Legionella bacteria
can be found in both hot and cold water
systems. we are recommending that you
go into your business each week to flush
through the systems to make sure you
don’t have to employ the costly services of
water safety engineers later.

“

The brands that are perceived
as safe are coming back strong. I
might be craving pizza but if the
burger store next door is perceived
as safe I might go there instead.
Provide hand sanitiser outside,
keep your door open, think about
your whole customer journey and
minimise any touchpoints.
BEN CALLEJA FROM LIVIT

”

Safety

SOCIAL DISTANCING

I M PLE M E NTATI O N
G U I D E LI N E S
Maintain 2m distance at all times and manage
the number of customers in store.

Take advantage of outdoor areas or take an ‘unloved’ area, fix it up, and use it to
help support the business. Think creatively – does your venue have parking spaces
that you can repurpose, or can you apply for a pavement license? Consider investing
in canopies or outdoor heaters for all weathers.

Position tables accordingly, erect transparent
shields at tills, or between tables and put down
floor markings.
Keep visible signage outlining social distancing
rules, and accepted behaviours.
Use vertical signage to help facilitate safe
movement throughout the space.
Stagger staff breaks, and alter or reduce
workflows to ensure social distancing.
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Safety – Social Distancing

Oakman Inns
The Betsey Wynne in
Swanbourne has mocked up what
they think might be a solution for
social distancing. With attractive
screens to protect their patrons, the
pub’s owner Oakman Inns suggest
this could be used as a blueprint
for their other venues.

S UM M A RY
SA FE T Y CH ECK LI ST
STA FF PROTEC TI O N

C LE A N I N G & H YG I E N E

S O C I A L D I S TA N C I N G

Ensure staff are fit and healthy when they
return to work.

Know how to plan more thorough and
frequent cleaning.

Understand how you will implement
distancing guidelines within your venue.

Take active measures to maintain staff
safety in the work environment — staff
must feel comfortable and safe at all times.

Ensure staff appreciate why cleaning is
so vital in the prevention of COVID-19.

Prepare for reduced capacity in venues.

Train staff in the precautions they are
required to take.
Regularly review and update staff
protection procedures.

Understand how to keep staff safe
while they clean.
Know what the ‘theatre’ of cleaning is
and how it can reassure customers

Plan for the impact on business and staff
performance (staggered breaks, reduced
staff, managing guest capacity etc.)
Utilise outside/unloved spaces.

Print Me!
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Safety – Checklist

Service

CUSTOMER SERVICE & COVID

S E RVI C E
TH AT S E LL S

O R D E R TA K E R O R
S A LE S M A K E R?

Employ a host to welcome and inform your
guests of house rules as customers may leave
quickly if not met and unsure of where to go.

Encourage your staff to be well presented,
have confidence, and a sense of humour when
serving customers.

Ensure all staff are retrained in service
standards to maximise the opportunities of
your reduced capacity.

Educate them on your customer profiles and
how they might differ in what they want from
the experience.

Think about how you can maintain a great
experience despite social distancing.

Train them on your menu – product knowledge
is key to them making recommendations.

Inject some fun into your operations to
maintain motivation and delight customers.

Refresh their drinks training and ensure they
know how to pair with food in order to make
great recommendations.

Consider implementing guidelines for
negotiating with difficult customers.

Ensure you have a clear and transparent
tip system in place and remind them of the
financial benefits of great service.
Train them in upselling and suggestive selling
and ensure they are always focusing on the
benefits to the customer.
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Service – Customer Service & Covid

Your staff may need to field questions
around food safety procedures back of
house as well so ensure they are well
trained on all processes in place, to
avoid too much back and forth.

C AS E STU DY
M A I SO N SA I G O N,
BA N G KO K

CH ECK LI ST
CU S TOM E R S E RVI C E

A restaurant in Bangkok has found a fun way
to delight returning customers during social
distancing. Maison Saigon’s owners decided
to liven the place up with stuffed pandas after
feeling the place felt empty with the new rules.
In addition the fun factor, the bears make it
very clear where people can and can’t sit. Other
restaurants have adopted similar ideas with
a venue in Australia using cardboard cutouts
and a restaurant in Germany insisting it’s
patrons adopt hats with pool noodles in order
to maintain a safe distance from other guests.

Be aware of the customer journey and take
active measures to safeguard it.
Ensure all staff are retrained in service
standards to maximise the opportunities
of your reduced capacity.
Think about how you can maintain a great
experience despite social distancing.

Remember – you can train
staff now while they are still
on furlough. Make the most of
lockdown to ensure all staff are as
prepped as they can be before you
reopen. Consider using e-learning
or video conferencing.
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Service – Customer Service & Covid

Inject some fun into your operations
to maintain motivation and
delight customers.
Consider implementing guidelines for
negotiating with difficult customers.

Print Me!

Strategy

TAKEAWAYS & DELIVIRIES

FO O D S A FE T Y, A LLE RG I E S
& I NTO LE R A N C E S
Invite customers to disclose allergies/
intolerances when taking orders over the
phone or online.

You may have had to change food
suppliers due to shortages, so be aware
that allergen information may also
have changed

Label food for allergenic or intolerant
customers and highlight no reheating.
Train staff on any changes.

FO O D B U S I N E S S
R EG U L ATI O N
Check that you have the right permissions to
be able to deliver – there may be additional
licenses needed to deliver food or alcohol.
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Strategy – Takeaways & Deliveries

S O C I A L D I S TA N C I N G
Establish processes for delivering food to those
self-isolating or ill.

PR AC TI C A LITI E S

Implement a safe drop-off system.

Acquire food-safe and disposable packaging
that complies with the law.

FO O D TA K E AWAY

Utilise insulated delivery boxes, bags and ice
packs that are easy to disinfect.

Establish safety practices for customers
coming on site to collect orders.

Ensure vehicles are clean and comply with
vehicle laws/MOT/tax/driver insurance.

Use signage to communicate processes
to customers.

Provide drivers/riders with resources to stay
safe (places to sanitise, hand sanitiser, PPE)

C AS E STU D I E S

D I Y K IT S
Pizza Pilgrims an Patty & Bun have both offered
their customers lockdown DIY kits, delivering
fresh ingredients and recipe cards. A fantastic
way to avoid pressure on central kitchens and
create a fun element for those at home!

D E LIVE RY PA R TN E R
Thinking about doing delivery but don’t
want to hire your own drivers?
You can choose one of the established
companies; Uber eats, Just Eat, Deliveroo etc.
Or you could look more local, check out
local initiatives, start ups and apps offering
to deliver in your local area.

B R A N D E X TE N S I O N S
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Strategy – Takeaways & Deliveries

Cote at Home – Cote are delivering fresh
produce from their butchers, kitchen or cellar.
They provide instructions on how to cook the
meals in your own kitchen, or they have a
range of pre-cooked meals ready to be heated
in the oven.

C AS E STU D I E S

CH ECK LI ST
TA K E AWAYS & D E LIVE R I E S

D R I N KS D E LIVE RY

Inform the local authority of delivery
plans, checking alcohol license and
other legal areas.

It’s not all about food also consider drinks
delivery. Brewdog Now – Is an app created by
Brewdog simply so you can order their drinks
straight to your door.
Other alternatives might be selling Wine from
your wine cellar through a click and collect
system or delivery. To avoid waste, sell your
kegged beer by the litre for patrons to enjoy
at home.

Understand how food safety, allergies and
intolerances play into delivery/takeaway
and how practices need to adapt.
Consider social distancing and how this
affects drop off/collection and payment.

VI R TUA L B R A N D S
Loui Blake, vegan entrepreneur and
founder of Erpingham house, has
developed his Vegan Dough Co to open 3
delivery London sites during lockdown.
Having a simple menu of 3 meals (No
Meat Beast Pizza, Nacho Average Pizza
& Filled Doughnuts) make it easy to
manage, with the possibility of them one
day having a shop front.

Check that all equipment is available and
correct (food-safe and disposable
packaging, insulated delivery boxes/bad,
easy-to-clean, etc)
Ensure drivers and riders are prepared,
insured and trained on food handling and
hygiene and their vehicles are compliant.

Print Me!

CO N C LU S I O N S
We hope that you have found this playbook
a useful guide as you begin to reopen your
incredible venues. This industry is crucial to
our global identities and a huge part of our day
to day lives. With so many fantastic people
involved we have no doubt that the continued
passion and entrepreneurial spirit within our
sector, will drive our recovery and growth.
This guide has been a scaled down version of
our larger content offering for businesses to
train their staff before and during reopening.
Covering the range of topics discussed, there
is a focus on safety service and strategy to help
your business be in the best possible position in
this new normal. Please do not hesitate to get in
touch to trial these modules for free and to talk
to one of our team about training at this time.
If you are a current client of Flow these
modules will be made available to you at
no cost from June 3rd 2020. If you do not
currently use Flow as your LMS please get in
contact to discuss options, including hosting
these modules in your own platform.

From all of us at Flow Hospitality Training
and Mapal Software, we look forward to
visiting your venues again soon.
Stay safe.
J O R G E LU R U E Ñ A H E R N Á N D E Z
C E O O F F LOW H O S P I TA L I T Y
T R A I N I N G & M A PA L S O F T WA R E

WA NT TO K N OW MORE?
Flow Hospitality Training
www.flowhospitalitytraining.co.uk
Enquiries@flowhospitalitytraining.co.uk
08444457119
Mapal Software
www.mapalsoftware.com
hello@mapalsoftware.com
+ 34 917 681 560

Click here for more resources to help you and your staff.
Click here to find out more about
Flow’s Training content for Reopening

FLOW H OS PITA LIT Y TR A I N I N G &
M A PA L SO F T WA RE TRU STE D BY

