
Standard Operating Procedure - COVID-19
Will’s 2020

*If anyone would like to use this guide and adapt it to 
their business please feel free, we are all in this together! 



Introduction

The Will’s experience is a concept built around       
atmosphere, engagement, building connections 
and going over and above to deliver exceptional 
service at every step of the guest journey. Current 
restrictions may make it harder for us to follow our 
usual service model but we will approach every 
change with compassion and understanding to make 
the experiences we provide as comfortable, safe 
and memorable as possible. This is our Standing 
Operation Procedure for customers & staff to ensure 
that we are doing as much as possible to make Will’s 
a safe environment for everybody. 

• Team members must sanitize or wash their hands 
for a minimum of 20 seconds with soap and water 
every 30 minutes.

• Team members must wash their hands for a minimum 
of 20 seconds with soap and water immediately after 
coughing or sneezing. 

• Sanitiser stations will be located at the entrance & 
exit, restroom entrance & exit and also individual 
tables. 

• Key touch points such the waitress station and bar 
area will also contain sanitiser stations. 

• Good personal hygiene as always is an important 
requirement for all of our team. 

 

Personal Hygiene



• All surfaces in the restaurant and kitchen areas must 
be regimentally cleaned every 30 minutes. A daily 
record of this must be kept on site. This is in addition 
to strict cleaning measures already applied to kitchen 
areas. 

• Surfaces must be cleaned with disinfectant and 
disposable products such as blue roll, where possible. 

• Dedicated collection bins are in place for FOH 
aprons, cloths & kitchen laundry. Laundry bins must 
be cleaned out with disinfectant after each use. 

• FOH aprons and all material products will be washed 
daily. 

• Customers can view our menus via a given QR code 
or can ask for a single use menu which will be 
disposed of after use. 

• Tables will be deep cleaned after each use with turn 
times extended 15 minutes across all bookings to 
allow for a more thorough disinfection process. 

Site Hygiene
• It is important to note that according to the current 

government guidelines evidence of the benefit of 
using a face covering to protect others is weak and 
the effect is likely to be small, therefore face 
coverings are not a replacement for the other ways 
of managing risk, including minimising time spent 
in contact and increasing hand and surface washing. 
These other measures remain the best ways of 
managing risk in the workplace and the government 
would therefore not expect to see us relying on face 
coverings as risk management.

• Please be aware that wearing a face covering is 
currently optional and is not required by law, 
including in the workplace. At the same time we 
desperately need our teams to feel safe and confident 
whilst at work therefore we have given everyone the 
discretion to wear a face covering or gloves should 
they choose to. We ask that you please respect their 
personal decisions in this difficult time.

PPE - Will’s Position on PPE



PPE

• When entering work, team members will need to 
use our thermal thermometer which will record their 
temperature without the need for human contact or 
interaction. In the event of an abnormal reading the 
team member will not be able to work and must 
return home and follow the current guidelines. The 
team member will need to report this to their man-
agers immediately so appropriate cover can be 
organised. 

• Any team members who show symptoms of 
COVID-19 will be instructed to return home and 
self-isolate for 7 days in accordance with the 
current guidelines. 

• Any team member who share a home with someone 
who has symptoms of COVID-19 must notify their 
managers and they will be asked to self-isolate for 
14 days in line with government guidelines found 
here: gov.uk/government/publications/covid-19-
stay-at- home-guidance

Team Health & Well Being
Any staff who choose to wear a face covering have 
been provided with the following guidelines for the 
correct use of them.

• Wash your hands thoroughly with soap and water 
for 20 seconds or use hand sanitiser before putting a 
face covering on and after removing it.

• When wearing a face covering, avoid touching your 
face or face covering, as you could contaminate 
them with germs from your hand.

• Change your face covering if it becomes damp or 
you’ve touched it. 

• Change or wash your face covering daily.
• If the material is washable, wash in line with 

manufacturer’s instructions. If it’s not washable, 
dispose of it carefully in your usual waste. 

• Gloves and face coverings will be provided for all 
staff members involved in the handling and 
production of food in accordance with our risk 
assessments which recognise these as higher risk 
transmission areas.



• Team members must strive to achieve social 
distancing measures of 1 metre minimum when 
arriving to and leaving work.

• Team members will be encouraged to arrive through 
a dedicated entrance and exit to avoid close contact 
with customers

• Key areas of congregation including the stock room 
& bar area, will be clearly signed with hygiene 
procedures and carefully maintained. Social dis-
tancing measures will be followed where possible. 

Social Distancing At Work

• Each section will be operated by one member of 
staff only where possible.

• Back to Back and Side to Side working will be 
implemented in out kitchens to prevent direct Face 
to Face operations. Our facilities are already 
designed to cater for this. 

• Walk-in fridges and dry stores will be limited to one 
person access at a time with clear signage to indicate 
this policy. 

• Prep shifts will take place separately to service & in 
mornings, this will avoid the crossover of staff.

Kitchen

• FOH staff should not stand opposite the chef on the 
pass through service when not picking up dishes.

• Till points will be allocated to a maximum of 1 team 
member at once to prevent crowding of waitress 
stations. Sanitizer will be located in close proximity 
to the tills. 

• Use of waitress stations must comply with social 
distancing measures where possible. 

Service

• There will be one person per site dedicated to 
receiving deliveries.

• Suppliers will be asked to leave deliveries in the 
same location with delivery times spaced out. 

• Deliveries will be aimed to be delivered outside of 
our openng hours.

Deliveries



• Guests will have their temperature taken by an 
infrared thermometer as they enter the restaurant. In 
the instance of an abnormal reading we are not able 
to serve this guest or their party, so we will actively 
encourage guests to ensure they do not have a 
temperature or other symptoms of COVID-19 before 
visiting our restaurants. (We appreciate this is an 
uncomfortable measure - we hope this will only be 
a short term measure however we believe this is 
important for the protection of our team and our 
guests).

• Single use menus will be printed on recyclable paper 
and through QR coding, guests will be encouraged 
to access our menus on their phones.

• Signage will request guests follow guidance hygiene 
procedures in washrooms.

• Turn times on tables will be increased by 15 
minutes for all party sizes. This will allow our teams 
to undertake a deep clean of all tables, chairs and 
floor areas before the next guests arrive.

Guest Experience & Hygiene • Following the government’s guidelines we have created an 
appropriate table layout to create the safest environment for 
our customers and staff.

• We have created a visual of our model layout to ensure our 
customers that we have taken all the precautions necessary. 

• We will be offering table service only.
• Our capacity limit will be reduced so that less customers are 

booked in for peak times and there will be less traffic of guests 
entering and leaving the restaurants at the same time. 

• 1m distancing applied between tables. 
• Where back to back tables are positioned less than 1m, glass 

screens have been installed to act as a barrier between guests. 
• Table turn times have been increased by 15 minutes for every 

party size to ensure guests are able to be seated on arrival or 
wait to be seated in the designated outside waiting area.

• Social distancing notices will be allocated in key areas such as 
washrooms to ensure guests observe safe measures where pos-
sible. 

• Bar serving areas will remain closed and act as a pick up and 
drop off area for waiting on staff. (Only as a temporary measure).

• Our site will prefer to operate a cashless policy to avoid 
unnecessary contact. 

• We ask our customers to please remain seated for the entirety 
of their booking, other than going to the restroom. 

Guest Social Distancing



Thank you!

It is clear that it will be a while before we get back to 
any form or normality, but we are so lucky to have the 
support from so many wonderful customers. We are 
very proud to be part of this amazing industry and we 
hope you will follow our Will’s journey with us. 

We hope to see you all soon. 
Team, Will’s

William Farnworth, Proprietor
w.farnworth@willsbarrowford.com

Lauren Scarborough, General Manager 
l.scarborough@willsbarrowford.com

Tel: 01282 693804
@willsbarrowford

Any questions?


