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27 March 2020 

COVID-19: OATA guidance to pet shops on protecting the health of their staff and public health 

Pet shops are amongst those retail premises permitted to remain open during this current period of 

mandatory closures. 

For pet shops which have chosen to close to the public, it is our understanding that you can still 

travel to your shop to look after the animals under you care. We recommend that you carry some 

form of proof of where you work should you be queried by officials. 

For pet shops which have chosen to remain open, we provide suggestions below on measures you 

can consider taking to protect the safety of your staff and protect public health at this critical time. 

OATA cannot advise members to sell livestock in traditional aquatics retail stores until safeguarding 

procedures are understood and implemented. This must be our position as the safety of our 

members and the public must be paramount during this time of national emergency. 

Measures to consider to protect the safety of your staff and protect public health 

• Above all, keep safe and well – follow the latest advice from Gov.UK 

(https://www.gov.uk/government/collections/coronavirus-covid-19-list-of-guidance)  and 

NHS/Public Health England 

(https://campaignresources.phe.gov.uk/resources/campaigns/101-coronavirus-/resources)   

on ways you can protect yourself e.g. regular hand washing with soap and hot water for at 

least 20 seconds etc. 

• Advise your staff that if anyone in their household (family, housemates) has coronavirus 

symptoms or have been in contact with others that have, they must observe the 

Government’s self-isolation guidance (available here: 

https://www.gov.uk/government/publications/covid-19-stay-at-home-guidance/stay-at-

home-guidance-for-households-with-possible-coronavirus-covid-19-infection)  

• If you or an employee needs to self-isolate due to COVID-19, isolation notes are available via 

this NHS website here: https://111.nhs.uk/isolation-note?fbclid=IwAR1O0K-u095E-

0K1WZvJHS2liasW4PJnnyHyX1lDLkzU0d_zVGAb0TzqVaY 

• You must be able to ensure social distancing measures as “Coronaviruses can be spread 

when people with the virus have close, sustained contact with people who are not infected. 

This typically means spending more than 15 minutes within two metres of an infected 

person, such as talking to someone for instance” (Gov.UK – Coronavirus (COVID-19): What is 

social distancing? https://publichealthmatters.blog.gov.uk/2020/03/04/coronavirus-covid-

19-what-is-social-distancing/). You must therefore be able to ensure a distance of two 

metres between customers and shop assistants; to only let people enter the shop in small 

numbers (to prevent spaces becoming crowded) and that queue control is required outside 

of premises that remain open 
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Tips if you are open to visiting customers 

• It is entirely your decision as to whether to continue to sell livestock in store if you can safely 

do so. Bear in mind public opinion regarding sales of items that might be considered non-

essential and how this might impact your business long-term. If you choose to do so, 

measures should be considered that will prevent customers browsing and will limit their 

time in store.  

• For example, you can consider: 

o allowing customers to visit by strict appointment only,  

o only one customer permitted at any one time,  

o observing a 2 metre distance at all times,  

o requesting customers not to touch any tanks or items they do not intend to 

purchase 

o requesting payment by contactless methods only (the contactless limit for in-store 

card transactions has recently been raised to £45.00 in order to reduce physical 

contact with PIN entry devices)  

o As some disinfectants are harmful to aquatic animals, you may wish to consider 

cordoning off tanks to prevent customers touching them or advising customers that 

to ensure safety they are requested not to touch any tanks or are only allowed near 

tanks under staff supervision.  

• Consider placing tape markers on shop floors which are placed 2 metres apart and advising 

customers to use these guidance markers to keep a safe distance from each other. Consider 

placing such markers near to tills so those queuing to pay are at a 2 metre distance apart. 

• Consider using markers to introduce a one-way lane around your store so that customers 

can avoid being within 2 metres of each other 

• Consider requesting customers to make payments via contactless card payments, if possible 

to do so.  

• Ensure you have effective cleaning and disinfecting regimes for contact points such as door 

handles etc. See guidance from Public Health England here: 

https://www.gov.uk/government/publications/covid-19-decontamination-in-non-

healthcare-settings/covid-19-decontamination-in-non-healthcare-settings. For electronic 

devices e.g. card machines, consider covering them with a wipeable cover which can be 

wiped down using a suitable alcohol based cleaner/wipes 

• Consider keeping doors open to avoid the need for repeated contact with door handles by 

customers and staff, taking account of relevant fire safety regulations 

(see:https://www.gov.uk/workplace-fire-safety-your-responsibilities).  

• Consider placing a table in your shop’s open doorway with a stop sign to prevent customers 

walking in and providing a barrier between them and staff. 

• Provide hand sanitiser for your staff and customers  

• If you have chosen only to sell only a limited range of items, such as those you consider 

necessary to maintain the health and welfare of aquatic animals,then consider re-arranging 

your shop floor so that it is stocked only with those products and move other products to 

your stockroom or to a cordoned off area 

• Consider advising your customers e.g. by a notice on your shop door, notices on your 

website, social media pages etc, with a clear list of those items available to purchase. 

• If you cannot implement the 2 metre social distancing rule in your store, consider adapting 

your business model so that sales can take place remotely e.g. online selling, home 

https://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-settings/covid-19-decontamination-in-non-healthcare-settings
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deliveries, using social media platforms (noting to observe the rules and policies that such 

platforms may have in place). There are many free webinars, such as these: 

https://www.luanwise.co.uk/social-media-marketing-training/ that can provide advice on 

developing a good social media marketing presence. 

• Consider advising your customers of your COVID-19 store policy by placing clear signage on 

your door/shop windows, website, social media platforms etc. Such policies might include: 

o limits on the number of people who can enter the shop at any one time,  

o queuing customers outside to observe the 2 metre social distancing rule,  

o customers to knock and wait before entering,  

o limits on the length of time customers may spend in store (e.g. less than 15 

minutes),  

o visits by appointment only. 

o Do not permit browsing of store and limit handling of items to purchases only. 

Customers may not know where to find the products they want so consider clear 

signposting to enable them to move through the store quickly 

o Advising customers of the right to refuse to serve any customer who fails to observe 

your shop’s COVID-19 store policy and/or is abusive to staff and that they will be 

asked to leave 

• Consider letting customers know if you have put in place separate arrangements to enable 

the provision of advice by remote means e.g. how to undertake water tests etc via remote 

means such as telephone advice lines, Skype, Zoom, Facebook pages, Whatsapp group, live 

streaming, videos etc. 

• To avoid panic buying/stockpiling, you may wish to consider establishing buying rules on 

numbers of each product line that will be sold to customers at any one time.  

• In order to move customers through the store in an efficient manner, consider introducing 

schemes such as ‘click and collect’ or providing home delivery services within a defined 

geographical area radius e.g. 5 miles 

• If you are altering your shop’s opening hours in order to deal with home delivery services 

etc., consider advising your customers via shop notices, your website, social media pages 

etc. 

• Consider your supply chains, do you have contingency measures in place if such chains 

become disrupted? Stay in regular contact with your suppliers 

• Remember to keep your websites up to date. Keep customers advised on what you are 

doing to protect public health. Make sure you have information prominently on your home 

page about whether you are open, what people need to do to buy online and if you are 

operating a home delivery service in your town or a click and collect service. 

• Make contact with local village/town Facebook groups and community groups set up by 

town councils etc., to let them know if you are remaining open and/or operating a home 

delivery service 

• If you have social media channels keep these up to date. Consider ‘pinning’ a post at the top 

of your feed explaining how you are selling – e.g. online, home delivery etc. Seek out local 

Facebook groups for your town and post information on that. And keep posting! Repost, 

retweet or share customers comments, thank them for using you and don’t be afraid to ask 

them to share your posts. Now’s the time to think about how you can help customers. Post 

short videos or give advice. Get your customers to ask you questions. Keep the conversation 

going. 

• If setting up a home delivery service, things to consider are:  

https://www.luanwise.co.uk/social-media-marketing-training/
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o what will be your delivery zone - if stricter restrictions on movements are put in 

place, it may be worth considering restricting your delivery zone to, for example, an 

immediate 5 mile radius.  

o If such a service will be temporary, make customers aware of this.  

o Do you have business use on your vehicle’s insurance?  

o What will your charging policy be – will you charge for deliveries to cover your fuel 

costs or will you offer free delivery?  

o Will you be able to offer consistent and reliable deliveries – what happens in the 

event a staff member becomes ill?  

o If delivering to the immediate vicinity, will you offer a same day service – let people 

know how long it will take for their deliveries to arrive.  

o Are you set up to take deliveries over the phone/online and take payment 

electronically?  

o What is your returns policy?  

o What is your doorstep policy e.g. advise customers that you will knock their door, 

leave the package outside their door (or a designated place) and then move to the 

required 2 metre distance to maintain social distance measures. 

• If setting up a ‘click and collect’ service, things to consider are:  

o are you set up to receive orders over the phone/online and take payments 

electronically?  

o Will this be a temporary service if so, it is worth advising your customers in advance. 

o How will customers be notified of when to collect their order, will you give them a 

designated time slot?  

o What happens in the event of ‘no shows’?  

o Will you provide a collection code to your customers as proof of purchase?  

o How will collections be made – can you set aside a dedicated counter for collections 

which can maintain social distance measures and move customers through 

efficiently? 

• Do you have support measures in place if you or your staff become ill or have to enter into 

self isolation? Do you have someone available who can feed the animals in your shop or fulfil 

orders in your absence – do you have emergency contacts for such people and written 

procedures for them to follow? Could a trusted customer help or could fellow local aquatics 

shops help out in an emergency? You can find local OATA retailers here: 

https://ornamentalfish.org/find-my-nearest-oata-retailer/ 

• For retailers who would normally sell aquatic plants directly to customers in person and who 

are considering offering home delivery, please note that home delivery will be deemed as 

being ‘distance selling’ and you must therefore provide customers with the plant passport. 

OATA will advise further in due course on this issue 

 

Remember to check OATA’s COVID-19 Hub via our website (https://ornamentalfish.org/what-we-

do/advice-information/covid-19/) regularly where we will add further information and advice as 

and when it becomes available. It also includes useful links to information for businesses on 

financial support available from the Government. 
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