
Foodservice CEO

Executive Overview

As we rise and reopen our foodservice businesses, we want to share with you our 

observations, the results of our research and our thoughts on what our industry will 

look like and confront immediately, and in the near-term.

We believe some aspects of consumer behavior will change permanently because 

of our pandemic experiences. Much like air travel changed dramatically and perma-

nently after 9/11, the foodservice industry will see changes in operations, consumer 

behavior and business volume because of COVID-19. New and On-Going employee 

training on sanitation, food and personal safety will be part of everyday restaurant 

life. The need for an active on-line presence is more important now than ever. Social 

distancing will mean fewer dining room seats, resulting in more emphasis on enjoy-

ing restaurant food away from the restaurant. 

Restaurants will have fewer dining room seats in the foreseeable future – not just to comply social distancing 

but also because significantly more of their business will be delivered to their customers via take-out, curbside, 

delivery and Grab ‘N Go. Prior to March 15, restaurants were averaging 

about 10% of their business in pick-up or delivery. Since the lockdown of 

dining room use, restaurants that are still open have seen their take-out/

curbside/delivery business grow by 110%. This shows that consumers WANT 

to enjoy restaurant food and are willing to change behavior– it also tells us 

that operators must change their business format for the future to success-

fully participate in the marketplace.
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If restaurants reduce dining room seating, operators should consider re-purposing the “new” space to host a 
Grab “N Go/Takeout program. We are coining the phrase: “Food-Away-From-the-Restaurant” (FAR) to capture 
what will happen in the future.
New Products, and in high volume for take-out packaging will be needed to take part in the “food-away-from-
the-restaurant” consumer demand. The days of self-serve buffets may be over (at least for the immediate 
future) - this especially will impact hotels, grocery store salad/hot & cold bars, caterers, and country clubs. 

Consumers will demand better technology from restaurants:

• Web ordering for Curbside, Take-Out & Delivery
• Touchless Payment (The days of check presenter folios and 

pens are limited)
 
New products will be required to practice sanitation
• PPE - masks and gloves
• Cleaning, Sanitation, and Disinfectant products

Distributors are going to take a huge financial loss on restaurant A/R 
as restaurants close or are unable to pay their pre-March 15 bills. As 
a result, operators can expect much tighter credit terms and less tol-
erance for payment terms deviation from distributors going forward.

Operators will be burdened with extra costs of doing business:
• PPE
• More and more effective sanitation products and procedures
• Take-Out/Grab ‘N Go/Delivery Packaging
• Extra labor to execute the sanitation program
• Delivery Costs (Curbside service would be a big cost saver if operators can make the service consumer 

friendly). Operators should consider putting in their own delivery service vs. using a third-party like Uber 
Eats or Grubhub

These costs will have to be offset with other expense reductions or an increase in menu prices – which, in a 
re-boot, is dangerous in terms of customer acceptance. When coupled with fewer dining room seats, operators 
will be more challenged than ever to generate profit.

What follows on our inaugural Foodservice CEO website is a collection of resources, ideas, and reference mate-
rial – some created and others curated – to help you as you enter “foodservice 2020.2”.
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How to Open
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As you prepare for and begin your reopening, there are several important elements to include in your 

plan. You should have a checklist of tasks that should be completed – many of which deal with sanitation, 

product and equipment checks. We have included a comprehensive 

list of items that you can include on your checklist. We know that 

every operation is unique, so we encourage you to use our list as a 

beginning point and then add to and adapt it as appropriate for your 

business. Once your checklist items are complete, you can introduce 

the most important part of your plan – your staff, and train them on 

any new policies and procedures that you will implement to achieve 

your mission of operating a safe and successful operation.

Before you get to our checklist, we are providing some thoughts & ideas for you to consider as you em-

bark on reopening.

• Evaluate the changes that need to be made to your business to accommodate health department/CDC 

guidelines

• Evaluate staffing needs – based on anticipated customer traffic and new positions needed to perform 

sanitation and safety.

• Update floor plans for common dining areas, redesigning seating arrangements to ensure at least six 

feet of separation between table setups. Limit party size at tables to no more than the established 

“maximums approved” as recommended by CDC or approved by local and state government. Where 

practical, especially in booth seating, physical barriers are acceptable.

• Consider a reservations-only business model or call-ahead seating to better space diners. 

• Eliminate self-service options (if applicable).

• Post signage at the entrance that states that no one with a fever or symptoms of COVID-19 is to be 

permitted in the restaurant. 
Continued on page 4
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• Limit contact between waitstaff and guests. Where face 

coverings are not mandated by state and local govern-

ments, consider requiring waitstaff to wear face cover-

ings (as recommended by the CDC) if they have direct 

contact with guests. 

• If practical, place physical barriers such as partitions or 

Plexiglas barriers at registers. 

• Try not to allow guests to congregate in waiting areas or bar areas. Design a process to ensure guests stay 

separate while waiting to be seated. The process can include floor markings, outdoor distancing, waiting in 

cars, etc. Consider an exit from the facility separate from the entrance. 

• Determine ingress/egress to and from restrooms to establish paths that mitigate proximity for guests and 

staff. 

• Provide hand sanitizer for guests to use, including contactless hand sanitizing 

stations, and post signs reminding guests about social distancing. The sanitizer 

should be available as guests enter and exit your operation and the restrooms.

• Where possible, workstations should be staggered so employees avoid stand-

ing directly opposite one another or next to each other. Where six feet of sepa-

ration is not possible, consider other options (e.g., face coverings) and increase 

the frequency of surface cleaning and sanitizing. 

• Introduce or Promote take-out/curbside/delivery options.

• Determine which delivery method to use (third-party or own staff).

• If you be using your staff, put into place driving record checks for the drivers, insurance, and rules for the 

drivers to follow.

• If providing a “grab and go” service, stock coolers to no more than minimum levels. 

• Deep/Complete Clean - thoroughly detail-clean and sanitize entire 

facility. Focus on high-contact areas that would be touched by both 

employees and guests. Do not overlook seldom-touched surfaces. 

Follow sanitizing material guidance to ensure it is at effective sanitiz-

ing strength and to protect surfaces.

• Discard all food items that are out of date. 

• Where salad bars and buffets are permitted by local/ state officials, 

they should have sneeze guards in place. Change, wash and sanitize utensils frequently and place appro-

priate barriers in open areas. Alternatively, cafeteria style (worker served) is permissible with appropriate 

barriers in place. 

• Ensure the person in charge is ServSafe certified and that their certification is up to date and provide food 

handler training to refresh employees. 
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Your staff is your most important asset and your most important resource of ex-
ecuting your on-going sanitation plan. Following are some thoughts and recom-
mendations we have regarding staff relations as you reopen.
Adjust HR policies to put rules into place about employees experiencing 
COVID-19 symptoms – not reporting to work. 

Per existing FDA Food Code requirements, employees who are sick should 
remain at home. Consider implementing an Employee Check-in Log where a 
supervisor checks in each employee as they arrive for their shift which could 
include taking the employees’ temperature. Taking employees’ temperatures 
is at the operators’ discretion. The CDC has not mandated taking an employ-
ee’s temperature and any operator who chooses to do so should engage health officials first and adopt policies 
aligned with proper procedures. CDC guidance states the minimum temperature that indicates a fever is 100°F. 
If an employee becomes ill or presents signs of illness, the operator should identify the signs during the pre-work 
screening and follow the business’s established policies on when the ill employee can return to work. At a mini-
mum, however, follow CDC guidelines – tell the employee to self-isolate for seven days from the onset of symp-
toms and be symptom-free for three days without medication. 

Per CDC recommendations, face coverings have been shown to be effective 
tools to mitigate risk from individuals who show symptoms as well as those 
who do not, especially in close environments where it’s hard for people to 
maintain a six-foot distance. Those coverings worn by employees should be 
kept clean in accordance with CDC guidance. 

Continued on page 6
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Staff Training – conduct an ALL-HANDS Meeting prior to reopening and explain new policies and proce-
dures.
Create a Training Check List or Manual and have the employee sign to affirm that they attended the meet-
ing and have received the Check List/Manual. Note: You should follow this procedure for all new employ-
ees when they are hired. 
Train all employees on:
• The importance of frequent hand washing.
• The use of hand sanitizers with at least 60% alcohol content.
• Give them clear instruction to avoid touching hands to face.
• Make them aware of your complete sanitation plan and their role in it. 

Develop procedures that are to be followed if a staff 
member becomes ill with Covid-19
• Staff Quarantine
• Facility Cleaning
• Facility Shutdown
• Communication to local government and the public 
(take government direction on the steps they want you to 

take to ensure staff and consumer health as you stake steps to reopen again)
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Consult your attorney, insurance company and your state/local health department before you create your policies 
to insure that your policies are legal, do not create undue legal risk and are in line with health department and 
CDC guidelines and labor laws. 

Talk to your insurance company and attorney about liability, their advice on continuing to operate (without any 
closure) or closure for a period of cleaning, paid or unpaid sick-leave for any employee (the infected employee or 
co-workers) for any quarantined period.

Introduce or amend an Employee Handbook
• Introduce policies and the procedures to ensure food and personal safety. Below are some suggestions of 

policies that you may need to develop:
• Employee temperatures upon arrival for their shift

• The temperature taking should be done by a manager or supervisor – a peer taking a peer’s temp is unfair  
 to both employees (can cause tension between them). 

• The person taking the temp should wear a mask and glove.
• Establish an Employee Temp Log.

• Facial Mask Policy
• Gloves policy (only for certain positions and certain tasks)
• Handwashing policy
• PPE Policy (train on proper use)
• Policy if an employee is infected with COVID-19

• Notice to the business
• Other steps for the employees to take if infected

• Conduct an employee meeting to introduce the Handbook.
• Have employees sign that they had received and read the 

Employee Handbook.
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As you prepare to restart your operation, this is a good time to review and potentially revise your menu. Below 
are some suggestions to consider:

• Main Menu - Determine if you will start with a limited or full menu in 
the beginning, depending on clientele and anticipated volume.  Note: 
A reduced menu can backfire if the consumer is looking forward to the 
comfort of going back to a pre-March 15 environment.

• Limited Time Offers - Introduce New Items to create excitement for 
your guests and staff.

• Catering Packages - Review/revise your catering offerings. This is an 
opportunity to enhance your catering business.

• Curbside /Take-Out - If not an offering before shutdown, consider introducing a limited menu of items that 
travel well – product should have “Destination Quality”.

• Meal Kits - Explore selling raw/uncooked components of selected menu items or “de-constructed” cooked 
items (selling Lobster Rolls in its components: cooked lobster, rolls, and aioli sauce)

• Grab ‘N Go - Where the facility is compatible, develop a selection of your menu items that can fit into this 
type of program.

• Bulk/family Style Meals - Develop “bulk” packages, from your regular 
menu. Make sure that the items will have “Destination Quality”.
• Beverages-to-Go -  Beer, Wine and Cocktails (where permitted by 
local/state laws)
Continued on page 9
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• Self-Delivery vs Third Parties
• If you have a current arrangement with one or 

more third-party delivery service, contact them to 
ask for a fee reduction.

• If you do not have a current third-party delivery re-
lationship, secure quotes for long-term relationship  

• If you do not charge a delivery fee today, deter-
mine if you can competitively charge a fee or raise 
delivery menu prices.

• Do a pro-forma P&L on different levels of sales made through delivery using your negotiated 
third-party rate vs. what it would cost you to establish your own service

• Determine how to scale up your self-delivery business if business improves rapidly
• Remember: if orders come in through the third-party delivery service, THEY own the data and cus-

tomer information. With Self-Delivery, YOU own the data and your relationship with your custom-
er.

• The biggest delivery services charge is between 20% and 30% of the meal check for their service
• Some local governments are trying to regulate those charges – San Francisco is capping fees at 

15%. There is great deal of change that will happen with the third-party companies over the next 
12-18 months. Who wins (the operators or the delivery companies) is yet to be seen.

• If Self-Delivery is an attractive idea for your business, here are some steps that you should take:
• Choose responsible drivers
• Check driving records
• Make decisions on using employee vehicles vs those owned by the business
• Establish cleaning & sanitation protocol for the drivers and the vehicles
• Secure Vehicle Insurance & Liability Insurance

• Self-Delivery Cost Components
• Insurance

• Liability
• Auto

• Employee 
• Vehicle Cost

• Auto Loan/Lease or Employee Reim-
bursement

• Operating Cost & Maintenance
• Food Warmer/Cooler Equipment (thermal 

delivery bags, etc.) 

Delivery  - will you use a Third-Party Service or your own staff?
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Maintaining
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As you maintain your business with the policies and procedures you have implemented, your customers will see 
differences in your business. Here are some ideas to help with consistent follow through:
• Develop a schedule to execute on-going staff training.
• Develop and Implement Daily and Hourly Checklists.
• Make the cleaning, sanitation, and personal safety effort demonstra-

bly visible to customers in a tasteful manner.
• Sanitize tables, bar, and all seating after each customer use.
• Between seating’s, clean and sanitize table condiments (if using, we 

recommend single serve items), digital ordering devices, check pre-
senters, all self-service areas, tabletops, seats, and any other common 
touch area. 

• Clean and sanitize reusable menus. If you use paper menus, discard 
them after each customer use.

• Check restrooms regularly and clean and sanitize them based on fre-
quency of use. 

• Make hand sanitizer readily available to guests. Consider touchless hand sanitizing solutions.
• Consider marketing your sanitation efforts by dressing those staff members in special uniforms. 

• Temperature Monitoring of customers – we recommend that you 
follow your state and local laws and take their guidance BEFORE implement-
ing this policy.
• Establish “Non-Contact” transfer of drinks/food between employees.
• Determine if social distancing (or limiting side-by-side working) can 
be practiced by the staff. 
• Explore installing auto door opening hardware for leaving bath-
rooms.

Continued on page 11
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Depending on the type of your operation, following are changes to customer interaction that operators 
may have to implement:
• Do not allow self-serve soft drink refills (customer will have to get new cup. lid & straw).
• Establish distancing guideline for guests waiting for 

table or to served.
• In the cases where the operation is sit-down/table 

service, the operator may want to implement texting 
to alert the customer that their table is ready.

• If a customer secures their reservation in advance, the 
operators should implement the policy that the busi-
ness will text the customer when their table is ready.

• Consider introducing disposable menus, replacing 
check presenter folios/pens with touchless payment.

• Decide on policies for large parties and what limits there will be if social distancing is in place.
• Tables should no longer have any “permanent” fixtures (besides light/candles) – no table caddies with 

sugar, no condiments, no menu holders for drink specials, etc. 
• Condiments brought to the table should be in packets (sugar and sugar substitute) or in souffle cups/ra-

mekins.  This will reduce the potential of surface spreading of the virus by having when multiple people 
touch the same object.

• Coffee Shops and other operations that have “coffee fixings” like cream, sweeteners, stirrers, etc. on a 
self-serve cart or table, will have to re-think how they deliver those items to the customer.

• At least for the time being, self-serve buffets/food bars will be limited or suspended.
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Marketing
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It will be even more important now to effectively market your operation and the changes that you have made to 
your established customer as well as new customers. Here are some ways to help get your message and brand to 
your customers:
• E-mail blasts 
• Signage
• Local (town or county) Newspapers
• Social Media
• Loyalty or Special Offers for returning customers (multiple new visits)
• Company Discounts for employees of businesses nearby
• Establish your Sanitation & Safety policy and post it on your website
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Technology
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The use of new technologies will become the new way of operating to help limit direct person to person interac-
tion. 
• Use or Introduce “Touchless” Payment 
• Web Ordering/Payment

• Include your sanitation & safety statement
• Take steps to secure your website to protect for cyber theft
• Make sure that a customer can place an order on-line, pay for it and give a tip

• Promote current website or enhance site to promote:
• Sanitation Efforts
• Menu (all types)
• LTO’s
• All new offerings – Take Out, Operating Hours, etc.
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Products for the new reality
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Here is a list of the items that will need to be reviewed and implemented as appropriate for your operation. 
This is not a complete list, so you should review all current and future guidance available to ensure you are 
doing all you can to keep your operation up to date.
• Cleaners, Sanitizers & Disinfectants
• Hand Sanitizers (floor-anchored dispenser stands) as customers enter building, outside of restrooms and 

other high traffic customer locations throughout the facility
• Wipes
• Take-Out Containers that allow food to have “destination quality” away from the restaurant
• Take-Out Containers that are tamper 

proof
• Tamper Evident Labels
• PPE
• Masks
• Gloves
• Sneeze Guards (Plexiglass Bar-

riers at high contact spots be-
tween customers and employees 
(Registers, Host Stands, etc.)

• Signs to remind customers of social 
distancing policies

• Floor markers to reinforce social dis-
tancing
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Major steps to reopen
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• Put together P&L Proformas based on different levels of sales volume.
• Develop a staffing plan based on volume and your sanitation & safety programs.
• Decide on the menu(s) you will offer.
• Decide if Food-Away-From-the Restaurant (F.A.R.) is viable for your business, choose your options (Deliv-

ery/Curbside/Grab ‘ N Go/Meal Kits/Catering Packages/Take-Out). 
• Develop an execution plan.
• Create a name & logo for your program.
• Create or modify your Employee Manual to include COVIS-19 policies and procedures and communicate it 

to your employees, train, train, train your staff on the policies.
• Execute your Clean/Sanitize/Disinfect Program.
• Secure product
• Update your website to promote your reopening and any new menu items or services you will be offering.
• Include your sanitation & safety statement.
• Take steps to secure your site to protect against cyber theft.
• Make sure that a customer can place an order 

on-line, pay for the meal and leave a tip.
• Begin work on touchless pay for food enjoyed in 

your operation – ask your POS vendor what they 
have to offer.

• Establish your social distancing program.
• Execute your on-going sanitation & safety pro-

gram.
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