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Dufry Global Coronavirus (COVID-19) In-store Protocol 

The Dufry Group Coronavirus in-store Protocol provides guidelines and recommendations 
to protect the health & safety of our employees and their families as well as customers, 
business partners, Airport Authorities and other stakeholders with whom we are in close 
contact with.  

These are just a set of guidelines and recommendations, and should never interfere with 
Airport Health and Safety rules and regulations and the Local regulations set by each 
Country where Dufry is present. 
 
Please Check regularly the Local regulations and common practices to ensure that the 
protocol is in line with the latest Coronavirus updates. 
 
This Protocol will be regularly updated with the latest recommendations available. 
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1. General information and recommendations according to the WHO  
 
1.1 The main ways the new coronavirus is transmitted 
 

 By close and prolonged contact: If you’re closer than two meters to a person who 
has contracted the illness. 
 

 By droplet infection: If one person sneezes or coughs, the virus can be transported 
directly to the mucous membranes in the nose, mouth or eyes of other people. 
 

 Via your hands: Infectious droplets can get onto your hands from coughing and 
sneezing. Or you come into contact with a surface contaminated with the virus. 
They can then get into your system if you touch your mouth, nose or eyes. 

 
 
1.2 Try to Keep your distance 
 

 Keep your distance from other people. Infection with the new coronavirus can occur 
through close (less than 2 meters) contact with someone who is already infected. 
You can protect yourself and others by keeping your distance. 
 

 Avoid groups of people.  
 

 Leave space between you and the person in front of you when standing in line (for 
example at the checkout, post office or canteen). 
 

 At meetings leave a seat free between you and the person next to you. 
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1.3 How can I reduce or avoid the risk of spreading the virus? 
 

 Cover your nose and mouth when coughing and sneezing, ideally with a paper 
tissue. 
 

 If you don’t have a tissue, cough or sneeze into the crook of your arm rather than 
into your hands. If you do use your hands, wash them thoroughly with water and 
soap immediately afterwards if possible. 
 

 Only use paper tissues (not cloth handkerchiefs) to blow your nose. 
 

 If you have to spit, do so into a tissue. 
 

 Wash your hands every time you cough, sneeze or spit. 
 

 Use a paper tissue, and use it only once. Then dispose of it. 
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2. General Hygiene Recommendations and Proper Use of Personal Protective 
Equipment for Dufry’s Employees and BA’s  

 
The use of Personal Protective Equipment is not compulsory unless the Airport Health and 
Safety rules and regulations and the Local regulations state differently. 
 
If available, the following are just a set of recommendations in order to provide guidance to 
front-line staff in the stores on how to correctly wear masks, hats, gloves, goggles and 
other protective equipment, and properly sanitize hands, we have prepared a set of 
recommendations. 
 
Please ensure all the special products to disinfect the merchandize, devices, etc. are 
available and accessible for the staff.  
 
It is critical that that this information is included in the Shift/Daily Team Briefing and 
that all the staff have been trained in these measures. Please ensure is part of any 
induction or welcome pack for every direct employee of the company as well as external 
personnel working in our premises. 
 
 
 
2.1 General hygiene recommendations   

 
 
Apply good personal hygiene measures, including regular hand washing. Handwashing is 
of crucial importance when it comes to hygiene. You can protect yourself by washing your 
hands regularly with soap and water and/or applying hand sanitizers. 

When should I wash my hands?  

As often as possible and in particular: 

 After blowing your nose, coughing or sneezing. 
 

 Every time you come home. 
 

 After using public transport. 
 

 Before putting in or removing contact lenses. 
 

 After taking off a hygiene mask. 
 

 After going to the toilet. 
 

 After putting something in the bin. 
 

 If your hands are dirty. 
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2.2 In case hand sanitizers are not available, how do I wash my hands properly? 

It’s very important to use the right method. Soap helps to render the virus harmless. But 
only if you get the combination of soaping, rubbing, rinsing and drying right. Here’s how: 

 Wet your hands under running water. 
 

 Soap your hands – if possible with liquid soap. 
 

 Rub your hands together until you get a lather. Don’t forget to rub the backs of your 
hands, between your fingers, under your fingernails and your wrists. 
 

 Rinse your hands thoroughly with running water. 
 

 Dry your hands with a clean towel, if possible a disposable paper towel or a cloth 
roller towel. 

 

2.3 What else do I have to remember? 

 It is best not to wear any rings. If you are wearing a ring: take it off before washing 
your hands, clean it with soap and dry it well. 
 

 Take care of your skin: damaged, chapped skin can be a hotbed of germs. Use 
cream to moisturize your skin. 
 

 Keep your fingernails short and regularly use a nailbrush to stop dirt from collecting 
under your nails. 

 

2.4 Don’t shake hands. 

Depending on what we have just touched, our hands are not clean. Infectious droplets 
from coughing and sneezing can get onto your hands. They can then get into your system 
when you touch your mouth, nose or eyes. It’s therefore important not to shake hands. We 
can also protect ourselves from infection by: 

 Not shaking hands.  
 

 Not kissing to greet people. 
 

 Not touching your nose, mouth and eyes. 
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2.5 Use of Personal Protective Equipment 
 
The following are a set of recommendations to put and remove Mask. Each manufacturer 
has different specifications in terms of usage based on the type of mask. Please read 
carefully the instructions to ensure proper use of the masks. 
 
 

 Before putting on a mask, clean hands with alcohol-based hand rub or soap and 
water. 
 

 Cover mouth and nose with mask and make sure there are no gaps between your 
face and the mask. 
 

 Avoid touching the mask while using it; if you do, clean your hands with alcohol-
based hand rub or soap and water. 
 

 Replace the mask with a new one as soon as it is damp and do not re-use single-
use masks. 
 

 To remove the mask: remove it from behind (do not touch the front of mask); 
discard immediately in a closed bin; clean hands with alcohol-based hand rub or 
soap and water. 
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3. In-store Guideline Protocol 
 
The following are a set of rules to be followed in order to protect all Customers as well as 
Dufry’s employees and BA’s. 
 
Each Operation will appoint a Responsible of health and safety Security in each shift to 
ensure that the measures are in place and followed consistently (Supervisor or store 
manager). A variable commission should be assigned based on the correct application of 
the measures. 
 
Shops should have proper visual aids to support the communication of the protocol. 
 

 
 

Dufry_Health_Safet
y_A3.pdf  

 
 

  
To get access to the communication materials available, please contact Mike Harrington 
from the Global Marketing team. (Mike.Harrington@dufry.com) 
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3.1 Customer and Employee Protection [suggestions for mandatory implementation] 

 Regularly disinfect counter fixtures and shop floor every 8 hours (at the beginning of 
each shift) using the appropriate cleaning agent.  [as part of the daily store 
operation with sign off sheet after completion].   
 

 Regularly disinfect cashier and cash drawer every 2 hours using alcohol based 
cleaning agent. 
 

 Regularly disinfect Shopping baskets and provide alcohol based sanitizer wipes at 
each shopping basket pick up point for customer use. 
 

 Offer hand sanitizers to Customers either by using automatic dispenser or by staff 
at entrance of store.  Hand sanitizer should also be offered at till.  
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 Provide hand sanitizer at the till for both staff and customer.  Must be used when 
handling cash, credit cards, passports and boarding passes. 
 

 Use single use applicators for beauty & cosmetic testers/applications, and remove 
the regular brushes is forbidden to share this kind of articles. Regularly disinfect 
testers and sunglasses (Annex 1: Communication on sanitizing solution for 
sunglasses). 
 

 Stop distribution of commercial flyers and perfume test strips to customers to 
prevent physical contact with customers. Test strips only available upon customer 
request. 
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 Prominently display Dufry’s key health and safety protocols in-store for customers 
to observe. 

 
 Suggest contactless or debit / credit card payment to avoid the contact with 

Banknotes, coins, etc.  Cashiers to avoid touching credit/debit cards by requesting 
passenger to insert the credit/debit cards in the EDC machine. 

 Place customer receipt directly into shopping bag rather than handing to customer 
 

 Ensure that each product returned is disinfected correctly before the article is 
returned back to the shelves. 

 
 Turn off all of commercial devices which there are currently used for evaluation of 

the customer service by the customers in order to avoid them touching buttons, 
screens etc. 

3.2 Customer and Employee Protection [other best practices to be considered] 

 If available, place at the entry of the shop and under the surveillance of a staff 
member face mask, single usage gloves and hand sanitizer to be offer to customers 
for use in store, if the customer wants to do so.   
 

 Ensure liquor tastings in shop are done with single use cups and keeping the proper 
distance to prevent contamination. If possible, the promoter wear gloves when 
handling the single use cups. 
 

 Limit food tasting in shop, to products in plastic/cellophane or paper packaging to 
prevent contamination. 
 

 Review the layout of the stores to ensure social distancing amongst customers with 
the objective of avoiding possible congestion zones. Implement social distancing at 
queuing either with floor stickers or with POP along the line.  
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 In order to protect our employees, install Bio Barrier screens must be install at the 
tills. The barriers measures should be according to the area of the counter and 
come with a hatch, allowing to safely receive and give items to customers. 
 
 
 
 
 
 
 
 
 
 
 
 

 

3.3 Staff Specific Measures 

 Minimize the number of staff required on the shop floor to reduce exposure and to 
practice social distancing. 
 

 When available and in line with local regulation and Airport Health and Safety 
regulations, staff to be provided face masks for use while on shop floor. 
 

 When available and in line with local regulation and Airport Health and Safety 
regulations, staff to be provided gloves for use while on the shop floor. 
 

 Thermometer check staff temperatures upon reporting to work. The temperature 
verification may be carried out by the airport authorities, airport Police and/or civil 
aviation administration, according to the applicable regulations in each country. 
 
In the event that the authorities do not perform this control or in those areas of the 
company where there are not any specific controls of temperature, Dufry 
recommends to directly conduct this controls when possible. 
 

 Conduct smaller format shift briefings to avoid gathering of large crowds (not more 
than X per time based on local government guidance). 
 

 Strictly avoid handshakes and other physical ways of greeting to avoid contact. 
 

 Avoid shift start and end shifts that coincide with rush commuting hour.   
 

 Implement more staggered break periods for staff to enforce social distancing. 
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3.4 Social Distancing Practices Check list 

 

At entrance
Ensure signage is viewable:  We are open!  We are practicing physical distancing, only a few customers in our store at once, thank you for following our 
practice.  

On displays
Ensure do not touch product signage is in place: Due to the COVID-19 situation we ask you to touch prepackaged items only when you are making a 
final selection to limit unnecessary handling.  Thanks for practicing this habit to help protect you, other customers and our team members during this 
time.

At checkout Ensure scan and bag signage displayed

On the floor Ensure floor decals (tape) - to be placed 2 meter or 6 feet apart to ensure customers are standing 2 meters or 6 feet apart and following the distance 
guideline 

throughout store Ensure stanchions & physical distancing tape are in place to limit the number of customers in the store at one time

throughout store Ensure stanchions & physcial distancing tape area in place to guide customers through the store with 6 feet spacing

In store Ensure team members are wearing a face covering in the presence of customers or other team members

In store Ensure frequent hand washing 

In store Ensure routine cleaning of all surfaces

In store
If a team member displays symptoms of COVID-19 such as fever or cough, ask them to not return to work and contact Natasha Biswas (HR ERT 
Representative)

Routine Social Distancing Practices Checklist
13-Apr-20

Signage

Crowd Control

Health and Hygiene

 
 
 

Social 
Distancing-Checklists_ 4.13.2020.xlsx 
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3.5 Re-Opening Checklist 

 

Arrange for full store professional cleaning to neutralize potential germs

Arrange for hand sanitizers and sanitizing wipes to be available

Print Signage (scan & bag, do not touch product)

Order floor decals for physical distancing signage

Order stanchions and physical distancing tape or obtain from airport

Order sneeze guards to create partitions at check-out

Order gloves, masks, clear goggles (DCP/U-line)

Place signage accordingly throughout the store following the store set-up guide

Arrange stanchions, floor decals, physical distancing tape to guide customers through the store with 2 
meter or 6 feet spacing

Arrange for sneeze guard partitions to be secured at check-outs

Set up Store

Order Protection Gear, Guards and Crowd Control Items

Re-Opening Checklist 
13-Apr-20

Sanitizing

 
 

Re-Openning 
Checklist.xlsx  
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4. ANNEX 1 Communication on sanitizing solution for sunglasses 

Some final consumers have started to ask if the frames on shelf have been sanitized 
before and after each trial. 

The available scientific info has shown that in order for the coronavirus to be deactivated, it 
has to be sanitized with procedures that include common clinical disinfectant like sodium 
hypochlorite (0.1% -0,5%), ethanol or propanol (62-71%) or hydrogen peroxide (0.5%), 
with a significant contact time. 

The detergents normally used on frames in store have an ethanol or propanol 
concentration level lower than those target levels and using directly a denatured 
alcohol on high concentration could easily damage a lot of frames types based on 
different materials combination.  
 
The more adequate conclusion it seems a 0.5% HYDROGEN PEROXIDE SOLUTION IN 
COMMON WATER to spray on a cleaning cloth before wiping it on the frames. 
 
HOW TO LOAD THE SOLUTION INTO THE SPRAY TOOLS: 

In every common mall the normal hydrogen peroxide solution is available or at 12 volumes 
(3,6% peroxide concentration) or at 10 volumes (3,0% peroxide concentration) so in the 
first case it will be sufficient coupling 6 part of water with 1 of hydrogen peroxide while in 
the second case will be sufficient 5 part of water for each part of hydrogen peroxide. 

Please note that the above mentioned applies to the Italian market, if you think that this 
could be useful also in your Stores please check in advance with local authorities if 
there are any concern or usage restrictions in your countries. 
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5. Annex 2 Fashion shops additional measures 

The following recommendations are in addition to the general guidelines and 
recommendations stated ion this document. 

 All clothes that have been tried by a customer or returned should be place in a two-
day quarantine, before they can be placed back in the shop. 

 

 Please Check with the Airport authorities and Local regulations for the use of 
changing rooms in clothing stores.  

 

 If Changing rooms are allowed to be used, they must be clean and disinfected after 
each use.  

 

 


