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Introduction
We know you all have a tremendous commitment to the 
local communities you serve, and that you are Keeping 
the Nation Fed during this COVID-19 outbreak.
 
Right now, communities are looking to their local 
convenience stores more and more for the essential 
goods they need.

At Bestway, we are responding with speed and agility to 
mobilise new ways of working and continue to create 
tools to help you and your business to support your 
communities.

Along with the POS templates made available for you to 
download from our website, we’ve also put together a 
simple guide that provides advice on what you can do to 
help serve your customers during this time.

This guide includes the steps you can take to offer 
vulnerable members of your community a food-parcel 
service, including the products we recommend you 
stock and include in the food parcel and a guide on how 
to set this up locally. 

Managing your
store stocks

Creating a safe
environment

Keeping connected with
your customers

Your Food-Parcel
Service

Local
Deliveries

Payments
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What is the food-parcel?

This is a list of products identi�ed as high in demand and necessary.  The list contains around 19 food items and 
household products, even including some treats!

How does food-parcel service work?

You simply buy the items shown on the de�ned list in order to ensure you have the right products required by vulnerable 
customers in your community. Then let customers know that you are offering this service. When customers request a 
food-parcel let them know when and how they will receive their delivery (don’t forget to get the customers contact 
details). Ensure to let customers know of any product substitutions that have been made, package up the items in bags 
or boxes which you can either deliver, or that others can buy for someone who needs this service.  

Refer to the core list of recommended products shown below, if you �nd a product is not available we recommend you 
replace it with a substitution.  Please refer to the best-way website where you will �nd product substitutions are shown, 
alternatively you may already have a substitute product in your store. It is essential to offer substitutions to ensure 
customers receive the goods they need as they are relying on these at this time. 

Your Food-Parcel
Service

Getting to a local store isn’t easy for every customer right now.  
Bestway have worked closely with governing bodies to put together an 

‘Essentials Food List’ which help you prioritise the needs of your 
vulnerable community. 
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What is the advantage of a food-parcel?

You can have full con�dence in offering this valuable service to your community knowing Bestway and it’s suppliers 
have given assurance that these items will be available (and if at any time a product is not available then substitutions 
have been identi�ed). 
This means you can buy knowing you are helping the vulnerable groups, also people who are self-isolating and you are 
supported by Bestway and it’s supply chain.

How to let your customers know about this service:

Place a poster in-store and in your shop window.  Use the template created which you can download by simply 
going to www.bestwaywholesale.co.uk - members tools (top tight hand side) - POS Kit.

Talk to your customers and let them know about the service you have. Your customers will know people in the 
community who are vulnerable or are self-isolating where this service would be really helpful.

If you have a website, use social media, or send emails to your customers, use this service to update them with 
the details and service you are providing.

Your Food-Parcel
Service
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Recommended products for your food-parcel service
provide your vulnerable community with the essential items identi�ed they need

Your Food-Parcel
Service

Total parcel RRP is £25.34 
(this is a guide price based on the price mark stock shown)
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Use Contactless Payment 

Accept contactless payment wherever possible.  Avoid handling cash if you can, to ensure you and your staff remain 
safe and healthy.  Also don’t forget contactless payment limits are now £45.  

Accepting card payment when the customer is not present 

The Association of Convenience Stores has developed a new guidance to help convenience retailers support 
customers who are shopping on behalf of others during the coronavirus outbreak. 

The new guidance has been developed to inform convenience retailers about best practice on offering and processing 
‘card not present’ payments during the Covid-19 outbreak for volunteers purchasing groceries on behalf of vulnerable 
customers or people self-isolating.

Card not present payments are an alternative for customers who are unable to come into store, the details are typically 
provided over the phone by the customer and entered by the retailer into the card terminal.

Please refer to the full guidance issued by the ACS at the back of this guide. 

Payments
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Research shows
“Shoppers say the smell of chlorine and bleach

make them feel safe”

Creating a safe
environment

Keeping connected with
your customers

Here’s what you can do to ensure you create a safe 

environment for your customers to shop:  

Regular cleaning and sanitisation of stores. 

Demonstrate best practice to  shoppers with proper 

food handling, social distancing and regular hand 

washing and/or sanitising.

Practice social distancing (refer to the social 

distancing tool).

If you can protect yourselves and the public with in 

store screens for the cash desks.

Consider the space in your store and limit the number 

of shoppers in store at any one time
 

Keeping regular communication with your customers 

will help to continue the trust and a positive customer 

experience they have.

  

Maximise all the touch points you have:

Notices and updates in-store with POS and updates 

online if you have a web page.

Directly notify customers of product availability and 

alternatives as and when you have these. Customers 

will then know they can rely on you for the updates.

Ensure you keep posting updates across social 

media if your shoppers follow this. 

If you intend to change store practices such as 

services or hours or time for stock replenishment, 

ensure that shoppers are noti�ed of these changes. 
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Local
Deliveries

Some shoppers may show hoarding behaviours.
If this is impacting the stock available to service the 
rest of your customers you can:
 

Place limits on the high-demand products in-store 
and online.

If you’re experiencing challenges  ful�lling orders or 
stocking shelves, consider asking for volunteers to 
help in the community.  Most people would be happy 
to help out for a few hours and this helps bring your 
community closer.

In some cases shoppers have complained about 
price hikes on high-demand products. Best-one 
request all stores not to increase prices and should 
this be discovered best-one reserve to the right to 
take further action.   Instead, consider pricing 
products competitively with the market, and lowering 
prices where possible in the communities interest.

Managing your
store stocks

Consider setting up a delivery service or work with a 
local �rm that can assist you.  This will ensure the 
vulnerable group in your community can continue to 
shop with you as they will be depending on you and the 
service you provide. 

With shoppers actively avoiding leaving their homes, 
grocery store delivery services are high in demand 
locally. 
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More Advice
and Support

https://www.acs.org.uk/advice/covid-19-coronavirus

https://www.gov.uk/coronavirus

https://www.nhs.uk/conditions/coronavirus-covid-19/

https://www.fwd.co.uk/current-issues/coronavirus/

https://www.groceryaid.org.uk/news/coronavirus-and-your-wellbeing/

https://www.scottishshop.org.uk/

https://www.myrtwellbeing.org.uk/






