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A message from Darren 
 

Dear Colleagues, 
 

First and foremost, thank you for your 

efforts during this challenging time.   

 

The COVID-19 crisis has brought about 

many challenges to our business.  As we 

prepare to re-open our dealerships and 

navigate the ‘new normal’, we must 

remain deeply focused on keeping our 

colleagues and customers safe while 

working at, or visiting our dealerships.  

  

We have developed some guidelines for 

operating our dealerships.  These minimum standards are intended to raise 

awareness on how we should encourage many new health and well-being 

protocols and best practices as we navigate our daily functions across the 

business.   

  

While this information is not intended to be a ‘one-size-fits-all’ approach, we 

hope it provides practical, proportionate and sensible recommendations, 

based on guidelines from the Government and Public Health England.  

 

We hope you find this information useful.  Re-establishing an environment 

where colleagues and customers alike feel safe and comfortable is 

something we must all face together, and I am confident that together we 

will rise to that challenge. 

 

Stay safe, 

 

 

 

Darren Edwards 

CEO 

Sytner Group 
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Project Phoenix – risk assessment 
 
 

Where we are 
The Coronavirus (Covid-19) pandemic has caused global uncertainty for 

both businesses and people.  Lockdown resulted in the temporary closure 

of Sytner dealerships (with only a small number remaining open using a 

skeleton workshop team to support key workers).  

 

As we navigate through this period of reopening our dealerships, we cannot 

simply go back to ‘how things were’ and undertaking our job roles in the 

same way that we used to. 

 

Project Phoenix has been derived using guidance specifically from Public 

Health England/UK Government, Health & Safety Executive (HSE) and 

World Health Organisation (WHO), and sets out the minimum 
requirements for our businesses to operate. 

 

It has been formulated and produced by a senior working group across all 

Sytner Group divisions and a variety of job roles and experience (including 

Directors, Heads of Business and Heads of Departments).  The document 

has been circulated to colleagues and customers for their valued feedback.  

The document is also mirrored in the Sytner Group eLearning module for 

COVID-19 that ALL colleagues will undertake (mandatory). 

 

Project Phoenix will naturally evolve over time as a result of new/updated 

guidance from the UK Government, Public Health England, HSE and World 

Health Organisation, as well as feedback from colleagues and customers.   

 

The hazard that we are trying to protect against 
Project Phoenix is concerned with preventing the spread of Coronavirus 

(COVID-19) within our dealerships and out into the public domain. 

 

COVID-19 is spread in minute water droplets that are expelled from the 

body through sneezing, coughing, talking and breathing.  The virus can also 

be transferred to the hands and from there, to other surfaces, where it can 

survive for a period after transfer.  The virus can be spread from person to 

person. 
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The symptoms and diagnosis of Coronavirus (COVID-19) have been well 

publicised over the recent months, so everyone should have clear 

understanding of the main symptoms i.e. a new continuous cough and high 

temperature.  Although numerous other symptoms have been identified that 

can be experienced (e.g. loss of taste/smell, sore throat etc).   

 

Coronavirus (COVID-19) can be asymptomatic (no symptoms), mild or 

severe/critical, and whilst many people survive the infection, some may die  

from the virus, so this is a high hazard that we have to face. 

 

Who could be affected 
• Colleagues 

• Customers who visit our dealerships 

• Visitors to our dealerships 

• Contractors on site (including valeters, cleaners, drivers, 

maintenance, engineers, delivery drivers etc). 

 

Those at specific risk 
• Clinically extremely vulnerable, who: 

o receive (or have received) a letter from the Government or;  

o have been told directly by their GP. 

• Clinically vulnerable, including: 

o people over the age of 70 or;  

o those under the age of 70 with some underlying health 

conditions e.g. pregnant females, a weakened immune 

systems, diabetes, chronic heart disease, being seriously 

overweight. 

 

Those mentioned above could be potentially be exposed to COVID-19 in 

our businesses as they may: 

• Travel to/from our dealerships in proximity to other people e.g. public 

transport. 

• Require face to face interaction in our businesses e.g. sales 

executive/service advisor with a customer. 

• Share work areas that are in close proximity to others e.g. 

technicians working on adjacent vehicle lifts in the workshop. 

 

 



 

Project Phoenix – guidance for dealerships v4 5 

• Share spaces where there are frequent ‘touch points’ e.g. getting in 

and out of vehicles, touching vehicle controls and keys, shared 

break/canteen areas, customer/colleague toilets, shared offices etc. 

• NOT be English speaking so may not understand the hazards and 

risks of COVID-19 in our working environment. 

 

In summary, anyone that enters our dealerships could contract (or help 

spread) Coronavirus COVID-19. 

 

How we can prevent/reduce the spread of COVID-19 
We must consider what needs to be done in our businesses to prevent 

and/or reduce the spread of COVID-19. 

 

Eliminating the hazard in totality is the best way to prevent the spreading of 

COVID-19, but this is not possible in our working environment (or society in 

general) until, for example, a suitable vaccine is developed on a global 

scale, so that we all are immune to it.  Substituting the hazard is not 

possible in this situation.  

 

Therefore, as a business, it is imperative that we consider other approaches 

and controls to help reduce the risk of spreading COVID-19.   

 

First and foremost, every reasonable effort should be made to identify and 

enable colleagues to work from home (where their job role will allow), 

including colleagues that are that are self-isolating with COVID-19 

symptoms and are still able to work. 

 

For those that will be working in our dealerships/businesses, the guidelines 

within this Project Phoenix document and identify the specific controls that 

must be implemented within each dealership/business.   
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These controls have been split into colour coded sections, namely: 

 • Establishing a dealership ‘Project Phoenix 

Response Team’ (PRT). 

 • Training of colleagues. 

 • Dealing with people showing COVID-19 symptoms 

 • Personal hygiene standards 

 • Respiratory hygiene standards 

 • Social distancing (by department) 

 • Facility and vehicle cleaning 

 • Personal protective equipment (PPE) and ‘other 

materials’ e.g. hand sanitiser.   

 
Next steps - who does what and when is action required by 

The Sytner Group portfolio (100+ sites) is diverse in relation to the size of 

the businesses and number of colleagues employed.  Therefore, the 

guidance and controls in this document have been developed to incorporate 

a generic view that is required at minimum.    

 

The Heads of Business (and supporting management team) for each 

dealership are responsible for the completion of the associated actions, 

some of which must be completed before their dealership opens to the 

public (or has colleagues returning to work) and others which must be 

undertaken on an ongoing basis. 

 

The following actions must be completed/undertaken: 

1. All items listed in the Recommissioning of Buildings and Health & 

Safety Considerations sections. 

2. The appointment of a dealership Project Phoenix Response Team. 

3. Each section within this document MUST be systematically worked 

through, ensuring that all site specific controls have been identified 

and implemented in the dealership (so far as reasonably 

practicable).  Naturally, if there are other identified changes/controls 

required on a site to site basis, then these must also be identified 

and remedied. 
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4. All colleague training and communication (as identified in the 

Training section).   

NOTE: Those that do NOT speak English in the dealership must 

also be considered and an alternative method of communicating the 

guidance must be implemented. 

5. The Project Phoenix Completion Form confirming that all required 

controls are in place, has been comprehensively filled in and sent 

back via email to the Group Head of Health & Safety. 

 

Ongoing monitoring 
It is essential that there is an ongoing monitoring process within each 

dealership to ensure that standards are being maintained consistently as 

well as highlight any additional requirements/controls that may be required.   

 

The following must be completed/undertaken: 

1. An established thorough daily monitoring regime in the dealership 

to ensure that the controls implemented are adequate, as well as 

verify that all colleagues and customers are adhering to the required 

standards.  Adjustments may be required and must be implemented. 

2. A monthly check form should be completed and returned to the 

Group Health & Safety team at the start of every calendar month 

confirming that control measures continue to be implemented, 

remain valid and are completed consistently.   

3. It is imperative that Heads of Business and their management 

teams are always aware of new/changing guidelines moving 

forwards.  The most up to date version of this Project Phoenix 

guidance document will always be available on the Sytner 
Colleague Hub.   

Additionally, APPENDIX 4 provides a list of any amendments that 

have been made since the previous released version, making it 

easier for everyone to pinpoint new information that they need to be 

aware of. 

 

It should be noted that the Health & Safety Executive (HSE) is the relevant 

enforcing authority for the guidelines set by Public Health England, so any 

non-conformance to the guidelines in this document could result in 

enforcement action being undertaken against a dealership/business. 
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Please ensure that we adopt a OneTeam approach, ensuring that we 

operate in a manner to help protect the health and safety of our colleagues, 

and all those that enter our facilities.   

 

Finally, if there are any queries or concerns, colleagues should raise directly 

with their line manager for support.  Any further questions should be raised 

via the Group Health & Safety department. 

 
Other key areas of risk – putting our people first 
In addition to all of the controls detailed in each section of this document, 

there are some other key areas of risk where special guidance should be 

sought from your HR Manager or Divisional Head of HR.  These areas 

include (non-exhaustive): 

1. Vulnerable persons 

a. Clinically extremely vulnerable 

b. Extremely vulnerable 

2. Self-isolation (for those with symptoms directly or for those within 

their household) 

3. Managing sickness and absence 

4. Homeworking and flexible/part time working 

5. Mental Health and Wellbeing 

6. Access to further health e.g. Ben – Support for life, Mind – for better 

mental health. 
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Dealership ‘Response Team’ 
 
 

Each dealership should form a Project Phoenix Response Team (PRT) led 

by the Head of Business to ensure that the dealership provides for the well-

being of our colleagues and customers. 

 

Consider including representatives (not necessarily managers) from each 

department and initially meet daily, then adjust as needed.  Any meetings 

should practice social distancing.   

 

The following topics should be the key focus areas: 

• Pre-opening 

o Recommissioning of buildings 

o Health & safety considerations 

o Colleague training 

• Re-opening - avoiding and reducing risk of infection in dealerships 

o Dealing with those with Covid-19 symptoms 

o Personal hygiene 

o Respiratory hygiene 

o Social distancing 

o Facilities cleaning 

o Personal protective equipment (PPE) and materials 

 

You should select dedicated colleagues to champion and support your 

dealership, specifically: 

• Personal & Respiratory Hygiene Champion(s). 

• Social Distancing Champion(s). 

• Additionally, we ask that you form a team of Keep It Clean 

Champions (see page 26) to carry out enhanced cleaning 

throughout the day. 
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Re-commissioning of buildings 
 

 

In addition to the standard opening procedures of a business, the following 

must also be considered where dealerships have been closed: 

 

1. Ensure that any phone diverts and answer phone messages that had 

been set up are removed. 

 

2. Notify all manufacturers/brands of the reopening date for parts 

deliveries etc. 

 

3. Ensure that all equipment is switched on (including any electric 

isolation switches and gas isolation valves that should have previously 

been turned off). 

 

4. Check customer hires for courtesy cars have not expired. 

 

5. Ensure that vehicles on site are moved to the correct/safe location e.g. 

sales cars, service vehicles awaiting/completed repair/maintenance. 

 

6. Used stock should be photographed (if not completed prior to 

lockdown). 

 

7. Ensure that colleague access badges are reactivated and operate 

within the business. 

 

8. Ensure that 3rd parties/contractors are pre booked to undertake site 

operating procedures e.g. window cleaning, gardening etc. 

 

9. Undertake any necessary layout alterations (facilities and vehicles) and 

install all necessary POS signage regarding personal hygiene and 

social distancing. 

 

10. Before the dealership reopens to customers (after any layout 

amendments have been made and vehicles are positioned on 

sale/display) the entire facility and all vehicles should be cleaned and 

disinfected.  
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Health & safety considerations 
 
 

The following H&S considerations must be made when opening the 

dealership. 

 

1. Ensure that any pending statutory inspections to be completed. 

 

2. Verify that a successful audible/operational check has been completed 

on the fire detection system(s). 

 

3. Ensure that 3rd party providers have been made aware that the 

business is operational and manned and that standard operating 

procedures should be followed e.g. 

a. 24 hour fire monitoring 

b. Site security/CCTV monitoring 

c. Waste contractor 

d. Cooke and Mason 

e. Maintenance companies e.g. workshop equipment. 

f. Onsite workers/contractors e.g. cleaners, valeters. 

 

4. Undertake initial visual/operational checks on specific work equipment 

(general faults, apparent issues or any other defects) e.g. vehicle 

ramps (in accordance with the Sytner Minimum Requirements)  

 

5. Ensure that tool/MOT calibration is completed (including any software 

updates) on the necessary workshop equipment. 

 

6. Ensure that a check of the dealership/business is completed (internally 

and externally) with suitable action taken accordingly.  This includes: 

a. General housekeeping and tidiness of the departments. 

b. No unnecessary slip/trip hazards. 

c. External areas e.g. boundaries, fencings/gates, 

bushes/trees/hedges. 

d. Waste has been removed and stored in the waste area. 

e. Checking for damage (caused by weather or malicious damage 

by the public) e.g. roof, walls, doors, windows, car park, drains. 
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7. Run all taps and showers for at least 30 seconds. 

 

8. Ensure that bolted/padlocked doors are unlocked (where appropriate) 

to avoid inaccessible fire exit doors/routes. 

 

9. Check all fire exit routes to ensure that escape is possible in the event 

of an emergency.  

 
 
10. As hand sanitisers typically are highly flammable, ensure that they are 

kept away from (and not stored near) heat, hot surfaces, sparks, open 

flames and other ignition sources (e.g. smoking areas).  Quantities of 

flammable substances should be stored as per the Sytner Minimum 

Requirements.   

 
11. Ensure that colleagues are nominated as ‘responsible persons’ who 

can take control in the event of an accident or fire emergency whilst 

operating on a skeleton crew.   

 
12. Once the business is fully operational, ensure that there is a full 

complement of trained first aiders, fire officers and fire marshals in 

accordance with Sytner Minimum Requirements. 
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Training 
 
 
Communication to our returning colleagues is very important. 

 

A COVID-19 eLearning module has been developed to provide the 

necessary information, instruction and training for all colleagues.  The 

module aims to communicate a consistent message regarding the controls  

that are in place to secure a safe working environment for our colleagues 

and customers. The module is MANDATORY for ALL colleagues to 

complete. 

  

In addition, on-site training days should be hosted before the business re-

opens to communicate to all colleagues the new normal way of working.  

Colleagues should understand: 

1. what is expected of them. 

2. the operations/procedures in place for their area of work. 

3. that there will be a zero tolerance approach to unsafe acts and 

unsafe conditions that could risk the spread of COVID19. 

 

All returning colleagues should be invited BUT the event should adhere to 

social distancing guidelines – and may therefore be best done 

departmentally. 

 

Repeat/deliver to smaller groups should colleagues return in more than 

one tranche. 

 

All of the above measures will help to overcome any anxiety from coming 

back to work as well as encourage feedback. 
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Those with COVID-19 symptoms 
 
 

The PRT should also develop a strategy to deal with symptomatic 

colleagues and customers. 

 

Ensure signs are visible in the workplace reminding colleagues and 

customers are NOT to enter the premises if they have COVID-19 symptoms 

such as a high temperature or persistent cough (or a member of their 

household displays symptoms). 

 

If a colleague, customer (or anyone within their household) is (or becomes) 

symptomatic of COVID-19 at the dealership, it is important that the 

colleague/customer be isolated to protect the other colleagues and/or 

customers in the dealership: 

• Establish an area of the dealership facility that may be used for 

isolation. 

• Provide a suitable thermometer to be able to check for fever. 

• Symptomatic colleagues should be asked to return home 

immediately and self-quarantine for the required period as indicated 

by the latest Government guidelines. 

• Symptomatic customers should be asked to remain in isolation until 

they can be collected by a family member. 

• Quickly identify all areas/hard surfaces which could be potentially 

contaminated. 

• Thereafter, systematically disinfect/clean all areas possibly 

contaminated by the colleague/customer – refer to enhanced 
cleaning guidance in ‘Facility Cleaning’ section on page 26. 

• In the event of a colleague/customer subsequently testing positive 

then: 

o YOU MUST inform Head of Health & Safety immediately. 

o Refer to deep cleaning guidance in ‘Facility Cleaning’ 
section on page 28.  

o Ensure the affected colleague understands how to correctly 

complete a track and trace survey (particularly in relation to 

at work social distancing). 
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o Following any positive test, temperature checks should be 

undertaken daily of all colleagues for a period of 2 weeks. 

o The Head of Business should communicate and reassure all 

colleagues that appropriate actions have been taken by the 

business (deep cleaning).  

• Once all actions and tests are complete the Head of Business will be 

required to maintain a summary of each COVID incident and supply 

a copy to the Head of Health & Safety.  

 

The PRT should closely liaise with Central HR to ensure that appropriate 

records are being retained for all colleagues that are absent from work as a 

result of COVID-19. 

 

 Appropriate actions include: 

• The line manager should immediately inform central HR (whilst also 

copying in their Divisional HR team).  
• The line manager must complete and return a short form (available 

from Central HR) and also copying in their Divisional HR team for 

symptomatic colleagues who are sent home, or phone in with 

symptoms. 
• Central/Divsional HR or the colleague will request a test from the 

government portal. A code will be generated and tests can usually 

be arranged for the same day.  
• A member of the HR team will call the colleague to discuss and 

confirm that Project Phoenix has been complied with (re social 

distancing) and/or identify other colleagues who they have been in 

close contact with (less than 2 metres) to ensure that the information 

provided to the government track and trace system is accurate.  
• A member of the Central/Divisional HR team will call the colleague 

daily until a result has been confirmed. 
 

NOTE: All up to date Government guidance can be found at 

https://www.gov.uk/coronavirus 
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Personal Hygiene 
 

 

The PRT should ensure the business is ready to operate with high 

standards of personal hygiene and the Personal Hygiene Champion(s) are 

responsible for reinforcing this message on an ongoing basis. 

  
• Remind colleagues that our ‘No Handshake’ policy remains in place. 

• All colleagues should be encouraged to wash their hands on arrival 

at the business and regularly (approximately hourly) throughout the 

day with soap and water for at least 20 seconds (in all areas). 

• Plan locations of hand sanitiser dispenser points e.g. 

o ALL entrances and exits 

o ALL colleague workstations 

o In meeting/training rooms 

o Near toilet areas (customer and colleague) 

o At customer refreshment stations 

o Throughout customer and showroom areas 

o Near workshop wash facilities 

o In break rooms/areas and changing rooms 

These should be replenished every night with sufficient stock to last 

the full working day. 

NB – please see APPENDIX 1 for example of a schematic plan. 

• Display posters promoting hand-washing. 

• Place surface cleaning wipes on all workstations, tables and in 

meeting rooms, offices, canteens etc.  These wipes should be 

effective against killing bacteria AND viruses. 

• Before and after every interaction with customers, any workstation 

(including PDQ machines) should be cleaned by the colleague with 

surface cleaning wipes.  These wipes should be effective against 

killing bacteria AND viruses. 

• Customers should be advised that cash payments will not be 

accepted and only contactless/credit/debit card transactions will be 

taken. 

• Shared workstations will be minimised, but where they remain the 

workstation, keyboard, mouse, tablet/iPad etc. should be cleaned 

between user sessions.  
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• Disposable nitrile gloves should be made available to anyone who 

wishes to wear them.  

• A suitable number of bins must be in situ around the premises 

(specifically in sales/showroom and office areas) for the disposal of 

used nitrile gloves. 

 

Colleagues that wear nitrile gloves should be reminded: 

• Not to touch their face or any other exposed areas of their body 

whilst wearing them. 

• To wash hands before and after use. 

• To change them when heavily soiled or damaged/torn. 

• Remove gloves safely (see APPENDIX 2 for good practice). 
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Respiratory Hygiene 
 

 

The PRT should ensure that the business is ready to operate with high 

standards of respiratory hygiene and the Respiratory Hygiene Champion(s) 

are responsible for reinforcing this message on an ongoing basis.  

 

All colleagues should be reminded to practice good Respiratory Hygiene in 

the workplace.   

 

Posters promoting respiratory hygiene should be displayed e.g. when 

coughing/sneezing, colleagues should use tissues to ‘catch it, bin it, kill it’. 
 

Wearing a face covering or face mask (e.g. paper disposable one) is 

currently optional and NOT required by law.  Wearing a face ‘covering’ in 

some circumstances may be marginally beneficial e.g. in enclosed spaces 

but only when social distancing is not possible.   

 

However, current evidence suggests that a face covering does not protect 

the wearer, but it may protect others if the wearer is infected and has no 

symptoms.  Benefits are thought to be small and are not a direct substitute 

for other good personal hygiene and social distancing. 
 
Disposable paper masks will, however, be available if requested to certain 

colleagues including: 
• Sales and service team members closely interacting with customers. 

• Colleagues carrying out cleaning/housekeeping duties. 

• Those with regular and close exposure to other colleagues. 

• See APPENDIX 3 for guidance on the usage of disposable masks. 

 

When using disposable masks, it is still essential that good hygiene 

practices are observed i.e. washing hands before putting on etc.  A suitable 

number of bins must also be in situ around the premises (specifically in 

sales/showroom and office areas) for the disposal of used masks. 

 

Colleagues that ordinarily use specific masks/respirators to undertake job 

activities (e.g. bodyshop/cosmetic repair - sanding and grinding activities) 

must continue to do so as per Sytner Minimum Requirements.  
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Social Distancing 
 

 

The PRT should develop a plan to meet Social Distancing guidelines for 

colleagues and customers and the Social Distancing Champion(s) are 

responsible for reinforcing these guidelines on an ongoing basis. 

 
Where it is not possible for colleagues to work from home (excluding those 

self-isolating), as our businesses re-open, our customers and colleagues – 

like those in numerous other retail/manufacturing/logistics operations – 

need, where possible, to maintain a 2m distance between one another and 

avoid gathering in groups. 

 

Although there is Government guidance allowing businesses to operate with 

‘1m+’ distancing, the Groups policy is that we will continue to follow the 2m 

rule.  

 

Dependent upon the physical characteristics of each facility/dealership, this 

may involve: 

 

Customer facing areas 
• Customer entrance (pinch point) 

o One way system – reduce the flow of customers through the 

front door (see APPENDIX 1 for example). 

o Ensure entrance is clear from obstruction e.g. parked cars. 

o Car park host - providing customer direction and ensuring 

distancing. 

o A ‘customer capacity’ for the dealership should be 

established. 

o Colleagues should use alternative entrance and exits. 

o Business only deliveries to work – no private deliveries. 

o All deliveries to be directed to alternative point – avoid 

customer areas e.g. send direct to parts department. 

o Customer signposting  

§ directional. 

§ highlighting what 2m looks like.  

§ outside BUT also throughout dealership. 
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• Reception 

o Installation of movable/temporary protective screens (see 

APPENDIX 1 for example of locating them).  
o Supply of nitrile gloves for customers who wish to use them. 

• Customer waiting area  

o Tables/chairs should be placed 2m apart. 

o Discourage use by waiting aftersales customers due to 

significantly reduced capacity. 

o Cancel newspapers & magazines. 

o No colleague use of customer toilet facilities.  

o Customer numbers using facilities should be controlled and 

manage any queues/distancing. 

o Directional customer signposting – from ALL customer 

ENTRANCES to EXITS. 

o Upon reopening suspend all refreshments (food and drink) 

pending review. 

 

• Sales/showroom 

o Install movable/temporary protective screens on a selection 

of customer facing workstations.  

o Or ensure tables/chairs used are at least 2m apart. 

o Children’s play areas should be closed off/taken out of use. 

o Reduce quantity of cars in showroom to ease congestion. 

o Keep cars (new and used, inside and outside) locked and 

with windows closed once sanitised and on display. 

o Convertible roofs on vehicles should be kept closed at all 

times.  

o Ensure colleagues and customers wear gloves when viewing 

a car and handling keys.  At no point should colleagues and 

customers be inside the vehicle at the same time. 

o After each viewing remove ‘Sanitised’ hanger and re-lock. 

o Keep it Clean Champions to re-clean (major touch points 

only e.g. keys, door handles, steering wheel, gear control, 

parking brake, column stalks). see ‘Vehicle re-cleaning’ on 
page 30. 

o Traditional test drives and handovers would inevitably and 

unavoidably breach the 2m distancing guideline.  New 



 

Project Phoenix – guidance for dealerships v4 21 

procedures for these have been developed - see ‘Special 
Guidance’ section below 

 

• Service/after sales reception 

o Install movable/temporary protective screens on a selection 

of customer facing workstations. 

o Or ensure tables/chairs used are at least 2m apart. 

o Make specific appointment times to space out visits. 

o Manage/minimise use of loan vehicles. 

o Encourage de-cluttering of customer vehicles (and key rings). 

o Discourage waiting customers (given reduced lounge 

capacity). 

o Discourage collection and delivery - give priority to vulnerable 

customers. 

o Where collection and delivery is undertaken, a considered 

process must be established and followed to respect the 

hygiene and social distancing issues that will arise. 

o Upon arrival, disinfect cars on major touch points (gloves to 

be worn to take keys/docs) e.g. keys, door handles, steering 

wheel, gear control, parking brake, column stalks, and then 

fitted with seat/floor cover. 

o NOTE: Customers should have received the standard Sytner 

COVID-19 video as part of their service booking to explain 

procedures in place to keep them safe when bringing in their 

vehicle. 

 

Colleague work areas 
• Workshop/bodyshop 

o Dependent on weather consider leaving external doors open 

to promote good ventilation (where security/safety allows). 

o Colleagues to wear disposable nitrile gloves at all times and 

change between each job. 

o Workshop/bodyshop colleagues to plan work to maintain 2m 

distance from other colleagues. 

o In most cases this should not require leaving work bays 

empty or significantly altering the working environment. 

o Technicians should use their own tools wherever possible. 
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o Special/diagnostic/shared equipment issued and disinfected 

between each use. 

o On occasions, it may be essential for two colleagues to work 

closely together to carry out a task.  In these situations, 

specific authorisation must be sought from line managers 

who will provide face masks and work with colleagues to 

minimise the time required. 

o This is particularly relevant for apprentices and their mentors. 

(see ‘Special Guidance’ section below). 
 

• Parts/deliveries generally 

o Have a strategy to receive deliveries, ideally without the 

delivery driver leaving their vehicle. 

o Where drivers must leave their vehicle they should be 

instructed to follow the personal hygiene and social 

distancing measures that apply to all other visitors. 

o Only handle deliveries (parts, consumables, cars, parcels 

etc) with gloves (to be worn at all times). 

o Eliminate shared workstations/phones. 

o Develop teams/specific tasks to plan responsibilities to 

maintain 2m distance from colleagues. 

o Consider closing workshop parts counter and deliver parts to 

technicians to avoid foot traffic/queuing. 

o Encourage online ordering/delivery and close retail counter. 

o But where not possible, ensure 2m distancing at retail 

counters and consider adding temporary protective screens. 

 

• Offices 

o Continue to encourage/facilitate homeworking wherever 

possible to reduce density of occupation.  

o Use alternate computer workstations if desks are less than 

2m wide. 

o Stagger desk usage where colleagues face one another. 

o Clean shared workstations before and after use with surface 

cleaning wipes.  These wipes should be effective against 

killing bacteria AND viruses. 

o Offices that do not allow 2m distancing should be limited to 1 

colleague and the capacity displayed on the door.  
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• Meeting rooms 

o Meetings should be kept to an absolute minimum and should 

always follow 2m social distancing guidelines. 

o The capacity of each meeting room should be clearly 

displayed on the entrance door. 

 

• Valeting  

o Colleagues to wear disposable nitrile gloves at all times 

o Valet colleagues to plan work to maintain 2m distance from 

colleagues. 

o In most cases this should not require leaving work bays 

empty or significantly altering the working environment. 

o Upon re-opening suspend traditional service wash/clean and 

instead follow Comprehensive vehicle cleaning guide (see 
page 29) before cars are returned to customers. 

 

• Toilets 

o Consider how to manage usage and maintain distancing. 

o Consider closing (with hazard tape) alternate urinals and 

hand basins. 

 

• Canteens/break rooms 

o The capacity of each canteen or rest area should be clearly 

identified (reflecting 2m distancing guidelines) at the entry to 

each facility, and where necessary alternative facilities (e.g. 

meeting rooms) to be provided. 

o Encourage colleagues to bring their own food (keep ideally in 

own cool bag), stay on site and avoid using local shops/food 

delivery services (which should NOT be permitted on site). 

o Control the numbers using each facility. 

o Colleagues with personal desks should be allowed to eat at 

their workstation to facilitate this if required. 

o Use outside areas where available/weather permitting. 

 

• Changing rooms 

o Based on the size of each facility, determine how many 

people can use it at any one time to maintain a 2m distance. 
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o Control the number of people using these facilities at any one 

time. 

 

• General 

o Consider staggered arrival times to limit congestion/queuing 

in changing rooms and toilet areas. 

o Stagger break times to limit numbers congregating (paying 

particular attention to smoking areas). 

o Encourage/continue home working/digital meetings etc.  

o Encourage colleagues (if possible) to drive, cycle or walk to 

work that does not require social distancing to be 

compromised. 

o Discourage colleagues from car sharing and to avoid public 

transport (or ensuring that social distancing measures are 

followed if unavoidable). 

o Colleagues must refrain from traveling between departments.  

They should remain in their own immediate team/vicinity e.g. 

workshop technicians in their ramp area, not walking around 

the department unnecessarily.  Colleagues should use other 

forms of communication to liaise with other colleagues based 

in other parts of the business e.g. telephone, radio etc. 

o Ensure that all contractors and visitors on site are made fully 

aware of the dealership specific controls/procedures in place.  

Suitable supervision and monitoring of these individuals 

should be made to ensure that they are in full compliance.  

o Discourage visits from OEM partners. 

 
Special Guidance 
In line with Public Health England (PHE) guidelines, where it is not possible 

to follow the social distancing guidelines in full in relation to a particular 

activity (but that activity needs to continue) you should take all mitigating 

actions possible to reduce the risk of transmission.  

 

• Apprentices/mentors  

o Increase time allocated per week for apprentice to catch 

up/get ahead of allocated coursework (home based where 

possible). 

o Sharing of tools should be avoided. 
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o Minimise the frequency and time spent within 2m of each 

other. 

o Work side by side or facing away from each other (rather 

than face to face). 

o Apprentice should only work with one mentor (do not change 

workers within the team). 

o Whenever the 2m guideline is not met then these colleagues 

should wear disposable face masks. 

o Regularly wash hands and sanitise.  

• Test drives, handovers & road tests  

o At no point should colleagues and customers be inside the 

vehicle at the same time.  

o Test drives of demonstration vehicles should generally take 

place on an unaccompanied basis (subject to all necessary 

driving license and insurance documentation being 

completed). 

o It is anticipated that unaccompanied test drives of used 

vehicles may also be possible by the time our showrooms 

reopen.  

o Certain high value/high performance vehicles will be 

excluded from the unaccompanied test drive programme. 

Further guidance will be issued as soon as possible. 

o Customers taking vehicles for test drives should be 

requested to wear disposable face masks and nitrile gloves 

for the duration of the test drive. 

o Customers should follow a prescribed test drive route 

designed to last no more than 15 minutes. 

o Upon completion of the test drive, the vehicle should be re-

cleaned in accordance with the guidance on ‘vehicle re-
cleaning’ on page 30. 

o A process should be developed to minimise contact during 

the handover process (e.g. send video guide in advance).  

o Weather permitting, consider undertaking handovers outside. 

o Handovers should be completed by specific appointment only 

(as normal BUT a strict timetable should be encouraged). 

o A process is under development to allow safe and hygienic 

remote delivery to customer’s homes.  Further guidance will 

be issued as soon as possible. 
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Facility Cleaning 
 

 

The PRT should develop a strategy to deal with CLEANING AND 
HOUSEKEEPING of facilities and vehicles. 

 

As part of the strategy it is important that the PRT consider the 

contamination and regular disposal of cleaning cloths/mops/materials to 

stop the spread of infection. 

 

Baseline cleaning 
In relation to our facilities, it is suggested that a cleaning regime is 

continued as before whereby, between each working day, the buildings and 

their contents are cleaned to a baseline level. 

 

Household cleaning products (typically soap/mild detergent based) and 

disinfectants are generally intended to reduce/kill bacteria and viruses 

(dependent upon product used) on a surface and we should continue using 

those products typically used in each area of the business.  

 

This will typically involve wiping/vacuuming flat surfaces to maintain a 

general level of cleanliness to showrooms, workstations, toilets, changing 

rooms etc.  It also includes general workshop/bodyshop/valet areas 

including toolboxes, floors, tools, equipment etc. 

 

Enhanced cleaning 
The ‘Keep It Clean’ Champions are to establish a regime to undertake an 

‘enhanced’ clean throughout the facilities at regular intervals through the 

day. 

 

This is to ensure the hygiene of certain ‘high-touch’ surfaces in common 

areas and shared spaces.  

 

This programme should be carried out with a ‘disinfecting’ product which 

uses chemicals to kill bacteria and viruses on those surfaces (as opposed to 

‘cleaning’ products).  It will not typically be acceptable to deliver enhanced 

cleaning by making all colleagues responsible for the process.  
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Areas to focus on include: 

• Handrails 

• Door handles/push plates 

• Light switches 

• Toilet facilities  

o Toilets/urinals 

o Taps 

o Sinks 

o Paper dispensers  

o Hand dryers 

o Door locks/sliders 

• Kitchens/break rooms 

o Fridge/dishwasher/microwave handles 

o Table tops 

o Countertops 

o Chairs 

o Kettles/water dispensers 

o Vending machines 

• Entrances/waiting areas 

• Exterior door furniture 

• Reception desks/counters 

• Customer hospitality area 

• Customer lounge furniture (e.g. chair arms/table surfaces) 

• Desk phones 

• Printers/copiers/fax machines 

 

NB This is not intended to be an exhaustive list. 

 

Training should be provided for members of the ‘cleaning team’ to avoid any 

inappropriate use/application/mixing of chemicals used in the process.  The 

preference is to buy ‘trigger sprays’ and avoid the decanting of hazardous 

substances/cleaning chemicals. 
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Deep cleaning 
In the event that someone is confirmed with COVID-19, it is essential that 

there are consistent and thorough deep cleaning procedures established 

and followed in the dealership/business.  This will reduce the risk of passing 

COVID-19 onto other colleagues and customers etc.   

 

It is essential that the PRT establish the affected areas and cordon off all 

areas accordingly prior to deep cleaning commencing.     

 

The deep cleaning process must NOT be completed by our colleagues, 

and it is strongly recommend that a provider of such a service is identified 

in advance in your locality to call upon ‘as and when’ needed.  These 

people must be fully competent, trained and adhere to the Government 

guidelines e.g. PPE, waste etc. (If necessary, the Group has a preferred 

supplier) 

 

If you have a case and intend to carry out a deep clean exercise, YOU 

MUST inform the Head of Health & Safety to agree the scope of work 

before it commences, as this typically does not mean the entire facility will 

require closing. 

 

If there is a requirement for deep cleaning, then an internal audit/check 

may be completed by the Internal Audit team or Head of Health and Safety 

to ensure that all standards have been met with regards to Project 

Phoenix. 
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Vehicle cleaning 
 

 

Comprehensive vehicle cleaning 
Cars on display in the showroom should be cleaned each evening, every 

vehicle for sale/demonstration should be cleaned before being placed on 

display and service cars should be cleaned before being returned to 

customers, in accordance with the standards below. 

 

These vehicles should be treated with a disinfectant product as follows: 

• Windows (inside) 

• Doors handles (in and out) 

• Boot handle/button 

• Steering wheel 

• Dashboard 

• Gear control 

• Seat faces 

• Seat belts/buckles 

• Buttons 

• Infotainment screens 

• Column stalks 

• Grab handles 

• Seat adjusters 

• Cubby/glove box handles 

• Arm rests 

• Air vents and controls 

 

This treatment regime should also apply to new and used vehicles before 

handover to the customer. 

 

Where effective a ‘sanitiser bomb’ could replace physically cleaning the 

interior surfaces.  

 

Once this work has been completed a ‘this vehicle has been sanitised’ 

mirror hanger should be displayed. 
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Vehicle re-cleaning 
Every vehicle for sale/demonstration (new or used/showroom or external) 

will have a mirror hanger confirming sanitisation has been carried out. 

 

This must be removed when a vehicle is viewed or test driven indicating that 

it is awaiting the necessary re-cleaning regime before it can be viewed/used 

again.   

 

Keep it Clean Champions must carry out a re-clean using a disinfectant 
product (major touch points only e.g. keys, door handles, steering wheel, 

gear control, parking brake, column stalks). 

 

NB 1 – the above are not exhaustive lists. 

 

NB 2 - most disinfectant products can clean a vehicle interior without 

damage BUT some alcohol based cleaners MAY damage leather, some 

bleach based products MAY damage upholstery and some ammonia based 

products MAY damage touchscreens.  Therefore, it is important that 

appropriate training is provided to the relevant members of the ‘cleaning 

team’. 

 

NB 3 - If a vehicle may have been exposed to someone with the virus, it 

should not be moved and the same deep cleaning process followed as 

for our facilities.  
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Personal protective equipment (PPE) & materials 
 

 

The PRT should plan to secure all necessary supplies to protect colleagues 

and customers. 

 

Supplies of goods/consumables (i.e. sneeze guards/PPE/cleaning kit) 

should be coordinated and approved by Divisional Management Teams 

before orders are placed. 

 
PPE 

• Nitrile gloves 

• Disposable masks 

 
Materials 

• Hand sanitiser dispensers 

• Sanitiser refills (60% alcohol content MINIMUM) 

• Antibacterial sprays and wipes (must kill bacteria and viruses) 

• Perspex protection screens  

• Floor signage – footprints/distance 

• Window signage 

• Steering wheel and seat covers 

• ‘Test drive READY’ 
• ‘Vehicle collection READY’ 
• ‘This vehicle has been SANITISED’ hangers/stickers 

• Disposable steering wheel/seat covers 

• People counter clicker 

• Bottled water  

• Infrared thermometer 
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Summary 
 

 

Whilst the above covers most areas, we simply cannot account for every 

eventuality.  However, we expect everyone to apply common sense in 

avoiding contact where possible and preventing the spread of COVID-19. 

 

Behavioural safety 
The measures necessary to minimise the risk of spread of infection rely on 

every colleague taking responsibility for their own actions and behaviours. 

 

Please encourage an open and collaborative approach with colleagues to 

ensure that any questions, queries or concerns can be openly discussed 

and addressed. 

 

The PRT should periodically review the points covered in this policy and 

update as necessary. 
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APPENDIX 1 – example showroom plan 
 

Example showroom plan showing: 

• ‘colleague only’ zone 

• pedestrian (customer) flow,  

• location of Perspex screen(s) 

• location of ‘social distancing’ graphics 

• location of sanitiser dispenser.  
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APPENDIX 2 – removal of single use gloves 
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APPENDIX 3 – using disposable masks 
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APPENDIX 4 – version control 
 
 
The below table highlights any ‘significant’ changes that have been made 

between version releases of this document.  
 

Date of 
release 

Version 
number Changes from previous version 

24/4/20 V1 First production version 

30/4/20 V2 

• H&S Considerations 
o Nominated responsible persons 
o Validation of first aiders, fire marshals and fire 

officers once fully operational 
• Other minor wording changes 

12/5/20 V3 

• Addition of ‘Risk Assessment’ section (p3 – p8) 
• H&S considerations 
o Caution with flammable hand sanitisers (p12) 

• Training 
o Detail regarding eLearning for colleagues (p13) 

• Those with COVID-19 symptoms (p14) 
o The PRT retaining records of colleagues absent 

from work with COVID-19 symptoms (and who to 
inform) 

o Information regarding colleagues getting tested 
o Addition of Government guidance website 

• Personal hygiene  
o Hand sanitiser in meeting/training rooms (p15) 
o Customers can only use contactless/credit/debit 

card transactions not cash (p15) 
• Respiratory hygiene 
o Addition of latest information for using of face 

coverings (p17) 
• Social distancing 
o Closure of children’s play areas (p19) 
o Customer should receive video when booking in 

work for dealership (p20) 
o Deliveries ideally without driver leaving vehicle.  If 

not possible, follow personal hygiene and social 
distancing standards (p21) 

o Encourage colleagues (if possible) to drive, cycle 
or walk to work that does not require social 
distancing to be compromised (p23) 

o Discourage colleagues from car sharing and to 
avoid public transport (p23) 

o Colleagues should refrain from unnecessary travel 
between departments, and use other forms of 
communication where possible e.g. telephone 
(p23) 

o Contractors and visitors on site must be made fully 
aware of the dealership specific 
controls/procedures in place.  Suitable supervision 
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and monitoring of these individuals should be 
made (p23) 

• Facility cleaning 
o As part of the strategy it is important that the PRT 

consider the contamination of cleaning 
cloths/mops/materials so that bacteria is not 
allowed to build up and spread (p25) 

• Vehicle cleaning 
o Minor amends of specification of vehicle cleaning 

and recleaning (p28) 

29/6/2020 V4 

• Those with COVID-19 symptoms (p14) 
o Changes to wording where a 

colleague/customer has been confirmed as 
having COVID-19 

o Advise Head of Health & Safety immediately 
o Ensure the affected colleague understands 

correctly how to complete a track and trace 
survey. 

o The Head of Business should communicate 
and reassure all colleagues that appropriate 
actions have been taken by the business 
(deep cleaning).  

o Temperature checks should be undertaken 
of all colleagues for a period of 2 weeks 
following the confirmed positive test. 

o Reminder note on the HR process for 
symptomatic colleagues who are sent home, 
or phone in with symptoms. Thereafter, 
requesting tests, identification of close 
contact with other colleagues, compliance 
with Project Phoenix and information to be 
provided re track and trace. (p15) 

• Personal hygiene 
o Referral to specific ‘surface cleaning’ wipes 

and that the wipes should be effective 
against killing bacteria AND viruses (p16). 

• Social distancing 
o Adding wording stating that whilst 

Government guidance allowing businesses 
to operate with ‘1m+’ distancing, the Group 
policy is for the continuation to follow the 2m 
rule.  

• Social distancing – showrooms 
o Reference to keeping convertible roofs on 

vehicles closed at all times (p20) 
• Social distancing – colleague work areas 

o Referral to specific ‘surface cleaning’ wipes 
and that the wipes should be effective 
against killing bacteria AND viruses (p22). 

• Social distancing – general 
o Stricter guidance regarding colleagues 

avoiding moving between departments and 
keeping within their own team/cluster areas. 
(p24) 

• Facility cleaning 
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o Minor wording changes (p26) 
o Enhanced cleaning – use of trigger sprays 

instead of decanting hazardous substances 
(p26) 

o Deep cleaning – adapted wording based on 
latest Government guidelines and updated 
Sytner standards (p28) 

o Deep cleaning - Confirmation that the Group 
has a preferred supplier) (p28) 

o Deep cleaning - If you have a case and 
intend to carry out a deep clean exercise, 
YOU MUST inform Head of Health & Safety 
to agree the scope of work before it 
commences (p28) 

• Personal protective equipment and materials 
o Addition stating that surface wipes must kill 

bacteria AND virus’. (p32) 
 
 
 
 


