As the hospitality industry looks to reopen, we want to help you in preparing to
welcome back your customers. There is lots to be done before the doors can reopen, and we want to support you in any way we can, in order to help ensure your
business is ready.
You may well have thought of all of this already – and not all of this will be
relevant for all customers – but we hope the following gives you some ideas and
tips in ensuring everything is ready for when those doors first open, and the first
bottle of wine is served!
We will help ensure you have checked through all the practicalities of opening your premises
again, have got the range and offer just right for your expectant guests, and are presenting
yourself in the very best way to ensure customers come back time and time again.
And once open, we want to ensure you continue to grow and expand back to pre-COVID days
and beyond!
Our Sales team are always available to discuss your requirements; the
Design team have already started revising customer wine lists; our
Communication department is there to advise on attracting new
audiences; the Marketing team can support with any assets that will
help; and our Customer Services team is ready to help with your stock
requirements...

Please don’t hesitate to get in touch if we can help you in
any way. We have always viewed our customers as
partners and together, collaboratively, we can ensure a
successful reopening.

It is likely that official guidelines will
change over time, so keep up to date
with the legislation here.

• Carry out a Risk Assessment:
• Identify and address any potential issues that you may face
when you reopen
• Help identify suitable solutions that you could implement for
your business in the future
• Check all your equipment is still functioning and working
correctly:
• Schedule (or re-schedule) any maintenance visits that may
have been missed
• It is likely that health and safety measures will tighten after
opening

What sort of operation do you think you will need when you start up? Will you keep everything the same? Or will you
operate a reduced menu and wine list? What about takeaways? Will all areas of your premises be reopened, considering the
required social distancing measures?

Will you keep the same list, or perhaps look to reduce?
Focus on the more popular, higher margin wines – but make sure there is
still some choice. Ensure quality remains high! Lower quality wines might
give you some short-term savings, but will make a long term impression
on your guests and their experience with you.
Perhaps it is an opportunity to introduce some new wines to your wine
offer? Offering a wider selection of wines By The Glass will help those
that are looking to create greater experiences when the hospitality
industry opens.
Have you considered single-serve items to your list? Options like half
bottles (and smaller) reduce the risk of cross-contamination, making it
safer for customers and team.

You will need to check your stock levels of everything. What has
been stored for the last few months whilst you have been closed
and what condition is it in? Check if you have any perishable stock
on site, and check that it is still firmly within date.
And once you have decided on which direction you take your new
wine list, you will need to look at stocking your wine cellar. It is time
to start building your stock levels back up – and checking what your
delivery schedule is with your suppliers.
Make sure you are giving yourself enough time to stock up and
prepare as necessary!

Dependent on your venue’s style, bespoke Point of Sale such as
chalkboards and tent cards will be important as you look to raise
awareness of new products or altered ranges to your customers in a
quick, easy way that involves little human contact.
You can use these to upsell, promote new dishes or seasonal serves.

As you reopen it could be an opportunity
for a fresh new look. Whilst a fresh lick of
paint would help welcome back guests,
you don’t have to stop there.
Do you need help producing a fresh new
Wine List? Your new list might be a
disposable, single-use design, thrown away
after for hygiene reasons or perhaps a
larger format to be in a central visible
location.

If you are planning on reopening in
the next month, then you need to
announce that to as many people
as possible – now is a key time to
re-engage with your customers.
And keep reminding them! What is
for sure – they are going to be as
excited as you about your
reopening!

If you have a database, then start emailing – even if
you don’t have all the details and exact opening times or new menus, it is still
worth getting the message out there. You can reassure them of any social
measures you are taking with regards hygiene and health. Encourage your
database to get in touch, book tables and start re-engaging with your outlet.
Take a look at your profiles and refresh the look, ensuring it is
up-to-date and reflects the new opening times. Focus on the things everyone
wants to be hearing about: provenance, quality produce, great drinks and great
atmosphere – and reassurance of your workforce and guests’ safety. Show your
followers your PPE, your new stock, your new lists – share, share, share!
Update your website with any relevant information, and make sure
your team tells guests when they are in-venue, too, to make sure you are
making the maximum amount of noise to promote yourself.
Inform your local paper about your plans for reopening, and
invite them in to try the new look and feel out when you reopen.

Mobile orders can help protect your team and customers!
There are now a host of companies able to help you make your food and drink ordering
platforms digital, linked to your point of sale devices, limiting unnecessary contact. Not only
can guests browse and order from your menus, they can pay via their own phones, enabling a
frictionless experience and your team can stay socially distant and safe.
Eat, drink, swipe and leave… here are a number of suggestions online.

As the nation emerges from lockdown, it might well be that some of your team’s
situations have changed. They may have to be thinking differently about their work/life
balance:
- Childcare situations may have changed
- Members of their family may require greater care
As a result, they may wish to go part-time. Keep them in the loop about your plans and
look to be flexible with you’re the rotas. Some of the team may need reassurance and
motivation after a difficult period of lockdown. These are your loyal team – they are the
bedrock of the business and one of the principal reasons that your guests will keep
coming back. Look after them!

Be proactive about training plans for your team. They may be a bit rusty in all
processes from table and wine service, to COSHH and cellar management, so go
over the basics and ensure everybody is up to speed.
To maximise your venues, which may now have reduced covers, look to skill your
team up in upselling. This will be the quickest way to increase spend per head in
the weeks to come. Consumers’ disposable income may be lower in the next few
months, so be wary that some individuals will not be ordering the Champagne
straightaway, but helping your team talk up the wines and move your guests down
the list may be a viable alternative.

Hallgarten offers the exclusive WineSure
training programme and has been
running a series of free online courses to
get team back up to speed on principal
wine regions, grapes… Our Sales
Managers would also be pleased to talk
you through the wines on your list and
make sure your
team are
confident in
talking about
them to your
guests.

You will want your team, and your returning customers, to feel safe and protected when they visit you.
What are the current social distancing requirements? Reorganise your venue so your floorplan aligns
with this, but bear in mind areas like bathrooms, walkways and kitchens. You may have to look at
different solutions to aid all individuals, and help ensure everybody feels protected, such as:
- Barriers around tables and workstations
- Hand sanitiser
- One-way systems
Make sure to signpost what measures you are taking around your venue, so customers can clearly see you are taking precautions.
You will also need to supply Personal Protection Equipment to your team so they are safe and give reassurance to your customers
that you are taking their safety seriously.
In the kitchen, your workstations and food preparation areas need to be in-line with government regulations. You may need to
consider changing ways of working or introducing a reduced menu so you don’t have so many chefs in your kitchen.

Ensuring the overall guest experience is not tarnished by health and safety measures is paramount when preparing to reopen.
Your guests will be returning with fond memories of food, drink and a welcoming atmosphere. Making sure they leave with
the same impression will encourage them to feel safe, reassured and likely to visit again.

You want your customers to remember their first visit back for the right reasons. Brief your team fully on all new procedures
and how to make the most of their interactions with guests – however socially distant they might be. It may be worthwhile
rehearsing a dining experience with your team so they know how to adhere to the new approach.
If your reservation system is online or in a book, ensure it is configured to reflect your new level of covers and table positioning.
This will help you when factoring how many team members you will need for each service and help to adhere to government
safety guidelines.

Keep an eye on your guests’ interest and
demand, and how your business develops over
the first few days, weeks and months. You may
need to be flexible – adapt and evolve to the
customer response. Sales patterns may well be
very different to what you experienced before
this crisis. This is the new normal!

Some businesses around you may have closed, others may be reopening,
and some may be testing out new business models entirely. Think about
how this will affect your trade, and make sure you are prepared to respond.
For example – if a large office around the corner from you has closed, how
will that affect your lunchtime service? Is it worth opening during those
hours?
Above all, make sure you have everything in place to make it as seamless a
transition as possible for your potential new customers.

Start thinking about new marketing campaigns, post-launch: seasonal campaigns, new by the
glass offers, new dishes. Just like in 2019, you will need to keep your customers interested
and wanting to come back for more! Keep up the exposure, the social media activity,
updating your website… Focus your marketing efforts on campaigns to achieve maximum
exposure and customer loyalty. And keep your database up-to-date for future mailings.
Keep an eye on your consumers and listen to what they are wanting. Change your menus, add
‘Specials’, introduce new By The Glass wine offers.
And you might want to evolve your business model – start takeaways, offer a delivery service,
private event catering, develop a wine club… Be flexible and keep adapting to what your
guests are looking for!

