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Disclaimer:

The Restaurant Loss Prevention & Security 
Association (RLPSA)’s blogs, tweets and articles 
are made available for educational purposes 
only as well as to provide general information 
and general understanding of common safety 
and security practices. The information provided 
is not all inclusive, nor does it represent all means 
of potential safety and security within a 
restaurant or business environment. Readers are 
solely responsible for determining and 
developing what safety, security and loss 
prevention measures are appropriate for the 
operation of their locations, allowed by law in 
their jurisdiction(s), and understand that this 
material may not reflect the most current legal 
developments or industry requirements or 
regulations.
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List of Scripts

• Social Distancing

• Masks

• Occupancy

• Cleaning

• Associate Safety

• Customer Interaction Conflicts

• Homeless
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Social Distancing

“I apologize for any inconvenience, but to help keep everyone safe we’d 

like all our customers to maintain a safe distance of 6 feet from each other 

and our associates.” 

“Thank you for visiting us today. [Company Name] is complying with the 

CDC recommendations of keeping 6’ distance between others. We 

appreciate you maintaining that distance from associates and other 

customers during your visit today.”

“I’m going to take a few steps back. [Company Name] is practicing social 

distancing, which means we stand at least six feet apart. It helps prevent 
the spread of COVID-19 and keeps all of us safe.”
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Masks / Symptoms
Not wearing mask

“Protecting you and our associates is the #1 priority.  We ask that you 
cooperate with the regulations that require all persons to wear a face 
mask or face covering.”

If wearing mask is required by law:

“We hope during this trying time you understand we are trying to protect 
you and all of our loved ones.  We are required by local ordinance to ask 
you to leave the store if you are not wearing a face mask”

“If you do not wish to wear a face mask you can order online and pick up 
curbside.”

Thank you for visiting us today. [Company Name] is following CDC 
guidance asking you to stay home when you are sick. You are showing 
symptoms of not feeling well today.  We hope you feel better soon and 
return to visit us when you feel better.
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Occupancy 
Customer in store says:
“There are way too many people in here with us.  I don’t think it is safe to have so many customers in here.”
[Company Name] Response If State/County Mandated:
Our top priority is to keep you and our associates safe.  We are following the county and state occupancy 
guidelines. We have an associate stationed at the door, monitoring and keeping track of how many 
people are inside the store.  We want you to be comfortable as possible while here. Did you know we also 
offer buy online and curbside pickup?
[Company Name] Response #2 If No State/County Mandate:
Our top priority is to keep you and our associates safe.  We are staying in line with national 
recommendations.  We want you to be comfortable as possible while here. Did you know we also offer buy 
online and curbside pickup?

Customer outside store says:
“Why do I have to wait in this line, there are only a few people inside?  I just need to buy one thing.”
[Company Name] Response If State/County Mandated:
Our top priority is to keep you and our associates safe.  We are following the county and state occupancy 
guidelines. We are keeping track of how many people are inside and as soon as someone comes out, we 
can allow the next person to go inside.  To help during this situation, we are now offering curbside pickup. 
You can place your order online and pick it up at the curb to make things easier for you.
[Company Name] Response #2 If No State/County Mandate:
Our top priority is to keep you and our associates safe.  We are staying in line with national 
recommendations.  We are keeping track of how many people are inside and as soon as someone comes 
out, we can allow the next person to go inside.  We want you to be comfortable as possible while here, did 
you know we also offer buy online and curbside pickup.
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Occupancy 
Customer in store says:

“There are way too many people in here with us.  I don’t think it is safe to 
have so many customers in here.”

[Company Name] Response If State/County Mandated:

Our top priority is to keep you and our associates safe.  We are following 
the county and state occupancy guidelines. We have an associate 
stationed at the door, monitoring and keeping track of how many people 
are inside the store.  We want you to be comfortable as possible while 
here. Did you know we also offer buy online and curbside pickup?

[Company Name] Response #2 If No State/County Mandate:

Our top priority is to keep you and our associates safe.  We are staying in 
line with national recommendations.  We want you to be comfortable as 
possible while here. Did you know we also offer buy online and curbside 
pickup?
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Occupancy 

Customer outside store says:

“Why do I have to wait in this line, there are only a few people inside?  I just 
need to buy one thing.”

[Company Name] Response If State/County Mandated:

Our top priority is to keep you and our associates safe.  We are following the 
county and state occupancy guidelines. We are keeping track of how many 
people are inside and as soon as someone comes out, we can allow the next 
person to go inside.  To help during this situation, we are now offering curbside 
pickup. You can place your order online and pick it up at the curb to make 
things easier for you.

[Company Name] Response #2 If No State/County Mandate:

Our top priority is to keep you and our associates safe.  We are staying in line 
with national recommendations.  We are keeping track of how many people 
are inside and as soon as someone comes out, we can allow the next person 
to go inside.  We want you to be comfortable as possible while here, did you 
know we also offer buy online and curbside pickup.
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Cleaning 
Associate response #1: 

Thank you for asking. We at [Company Name] thoroughly clean the store periodically 

throughout the day. We also provide sanitation stations located at the front of the store 

as well as promote social distancing practices. If you would like I can call my [Company 

Name] to provide more details.

Associate response #2: 

Thank you for asking. We at [Company Name] focus on cleaning high touch areas and 
bathrooms throughout the day. We also provide sanitation stations located at the front of 

the store as well as promote social distancing practices. If you would like I can call my 

[Company Name] to provide more details.
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Associate Safety 
The health and safety of our customers and associates is [Company Name] number one 

priority. Currently [Company Name] has implemented a health screen consisting of several 

questions that each associate is asked when they report for work. 

We also have a 24-point cleaning program that the stores perform daily to ensure the safety 

of all our customers and associates. 

We are providing masks where required and asking all our associates to wear masks even if it 

is not mandated by state or local government offices. 

Our associates are following the CDC recommended guidelines for social distancing and we 

are asking our customers to do the same. 

Temporary shields have been installed at the registers and a more permanent solution will be 

arriving in our stores very soon. 

Finally a top health care professional has been retained to help our leaders to develop and 

implement protective strategies as more and more information is learned about the virus. 



11

Customer Interaction Conflicts

Why are you allowing that customer to be in the store 

without a mask?

I’m sorry, I understand you’re upset. If you’re uncomfortable, 

I can ring you out over here.
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Homeless

Note: Avoid confrontation and keep a safe distance if you feel threatened in 

any way. Be especially cautious of people who appear to be under the influence 

of alcohol or drugs.

Be empathetic and understanding to the situation

Restroom

“I understand your need to use the restroom but during this pandemic, 

everyone’s safety including your own is our priority. Please be respectful to other 
customers that will come after you.”

“Our top priority is safety, with national cleaning guidelines in place we ask that 

you refrain from bathing in our restroom so we can maintain those guidelines.”
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Homeless

Sleeping/Loitering Sidewalk

“Is there anything we can help with? For the safety of our customers and 

associates we ask you not to loiter in the front of the store.”

“Hello, authorities have mandated social distancing guidelines so I am asking you 

to please vacate the sidewalk so we can be in compliance, thank you for 

understanding.”

Panhandling 

“Hello, authorities have mandated social distancing guidelines so I am asking you 
to not approach customers at this time, is there anything I can do to help?


