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Introduction 


The current COVID-19 pandemic is unlike anything anyone and any industry has faced. It 
brings fears, concerns and risks to not only our sector, but to our livelihoods and our well-
being. This document is our guide on how the Virgins & Castle is trying to navigate the 
situation, the processes we will be putting in place to comply with health and safety 
guidance, and importantly how we use our values to guide us to through decisions to 
come out of this at the other end.


As the situation is fluid with new information released every day we must make it clear that 
our plans are only designed for our particular business and operations. They have been 
built using risk assessments and with the intention to be fully compliant with government 
guidelines. 


We are doing our best with only good intentions, there may be elements of our guide that 
conflict with updated guidelines and we will therefore monitor and adjust where it is 
necessary to do so. Our only goal is to create a safe and hospitable environment for our 
teams and guests, so that we can return to a place of normality and create many more 
special memories together. 


The journey ahead will be a long one, but one we face together. We have a duty to all our 
team members to do everything we can to protect their jobs so that they can afford to live 
and operate in the industry that they have given so much to over the years. With every 
step we will give careful consideration to every decision we make for the protection and 
well-being of others. 





Julie Crump

Chief Operations Officer
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Our Values


Guest Led

We are guest led and we put people at the heart of everything that we do, always behaving 
with integrity and doing the right thing. At every stage we exceed expectations, aiming to 
surprise and delight when we can, in a fun, likeable and memorable way.


Better Together

Every team on every shift is our A team. We work collaboratively, our team is more than the 
sum of our parts. We are knowledgeable, calm, communicative and efficient and we 
always have support everyone we work with. We continuously improve, through openness, 
honesty and personal development. 


Positive

We always start with yes and have smile on our face as we work through solutions, we 
problem solve as a team and whatever the challenge our ethos is to make it happen. We 
work with high energy and pace, we are organised, attentive and work with pride & look 
after every detail. We work with passion and flair, and nothing is too much trouble.


Creative

We encourage everyone in our teams to be open minded, be innovative, to continually 
think outside the box and challenge ourselves to be better, do things differently and be at 
the forefront of our industry.  We want to give everyone the opportunity to contribute to our 
future and foster a continuous culture of generating new ideas and ways of working.
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Personal Hygiene


Personal hygiene practices apply to all team members, and will be the responsibility of the 
duty manager to monitor


Team members are responsible to ensure their personal hygiene begins at home 
before they come to work


All team members will be trained on how to wash their hands and use alcohol gel
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Team members must wash their hands for a minimum of 20 seconds using soap 
and water


On entering the building, team members will wash their hands


Hand washing will take place every 20 minutes, observing social distancing 
wherever possible, in addition to hand washing at other times detailed throughout 
this document. 


Sanitiser stations will be located at all entrances, exits, toilets and around the pub


Key touch points such as waiter stations, and bar area will also contain sanitiser


In line with our Food Hygiene Policy, hair must be tied up, and no jewellery should 
be worn with the exception of a plain wedding band


Team will need to travel to work in their own clothes, and change into a clean 
uniform when they arrive at the pub. They will bring a bag to put their personal 
belongings and uniform into.


Team will change out of their uniform at the end of their shift and wash their hands 
before leaving the premises


Uniform will be washed by the team members above 60 degrees


Gloves will be provided to all team, and will be mandatory while receiving deliveries, 
and handing products. This will include both kitchen and front of house teams.


Gloves will be changed every 30 minutes


Gloves will be changed and hands washed should a team member cough or sneeze


  SOP: Covid-19 	   | Page6



Site Hygiene

All public areas will be cleaned daily before opening by external cleaners, with 
dedicated disinfecting measures on all key contact points and high traffic areas


All surfaces in the pub and kitchen areas must be cleaned every 30 minutes, with a 
daily record to be kept in addition to the Daily Kitchen Diaries. This cleaning in 
addition to regular cleaning measures.


Surfaces must be cleaned with disposable products including blue roll. Follow 
COSHH guidance for dilution and contact times of detergents and disinfectants.


All cleaning consumables such as sponges and scourers will be discarded daily


Hand washing must take place after cleaning surfaces


We will request guests to only have one person in the ladies/gents at a time


Toilets will be cleaned every 30 minutes by team members on rotation, with a record 
kept on site. Particular attention will be paid to frequently touched areas and 
surfaces such as taps, grab-rails and door handles. 


Our hand driers are automatic and require no contact


Hand driers will be cleaned as part of our 30 minute toilet cleaning checks


Internal doors will be kept open unless they are fire doors


All bins will be emptied daily and refuse stored in an external bin area


Paper napkins will be used in the eatery and for all food provisions


As per our usual processes, all cutlery, crockery and glassware will be washed in a 
commercial dishwasher above 82 degrees. We feel this is appropriate and is 
preferable to introducing single use provisions


Cutlery and napkins will be brought to the table after ordering to reduce contact 
time


Recyclable, environmentally friendly single use menus will be in use as a short term 
measure to minimise contact points


Tables will be deep cleaned after each sitting, and we will extend our table turn 
times to allow for a more thorough disinfecting process


One team member per shift will be allocated to access the cellar and drinks storage 
areas to reduce crossover and contact points


All duty managers have completed hospitality approved training courses in 
Coronavirus and Getting Ready to Serve to support with maintaining a safe hygienic 
environment 

All front and back of house team members will have completed industry approved 
Health and Safety training before re-commencing shifts 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PPE


We will continue to monitor and follow government guidance on how best to protect our 
team and guests. We have carried out detailed risk assessments in different areas of our 
business and introduced new measures which we feel mitigate and manage risk in the 
pub. Current evidence suggests the benefit of wearing a face covering is minimal and 
therefore in the interests of creating a welcoming and comfortable environment we will not 
be making it compulsory for our team to wear face coverings. 


Every team member should feel safe and confident at work, and therefore we respect any 
personal decisions to wear face coverings. Should any team member choose to wear a 
face covering, they should adhere to the following guidance:


We will have disposable face coverings for any team member wishing to wear them


Wash hands thoroughly with soap and water for 20 seconds before putting a face 
covering on, and after removing it


When wearing a face covering avoid touching your face or face covering as you 
may contaminate it with germs from your hands


Change your face covering if it becomes damp or you’ve touched it


Continue to wash your hands regularly


Change your face covering daily. For washable face coverings follow manufacturers 
instructions, for single use coverings dispose of your covering in your usual waste


Gloves will be provided by Virgins & Castle for team. If any guest wishes to wear gloves, 
we can happily provide these to them.
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Team Health




The health and wellbeing of our team is paramount. Throughout the challenging times we 
have all been facing, we have continued to prioritise ways to best look after the health and 
wellbeing of our team. From weekly wellbeing emails, virtual team meetings, to delivering 
care packages. We’ve invested in and increased access to training and learning facilities, 
for both career and personal development. We have joined Hospitality Action’s EAP care 
programme to ensure both now, and for the future, our team always have access to 
independent professional resources and support for their wellbeing, morale and 
performance. As we look to open our doors and welcome our team back to work, we will 
continue to look for ways to continue to support them, as well as keep them safe.
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Team Wellbeing


We will carry out one to ones with all of our team members via video call, to discuss 
their thoughts and concerns about returning to work


Any team member who does not feel comfortable returning to work at this time will 
be able to remain furloughed until they feel safe, in accordance with furlough 
guidelines


No Covid-19 vulnerable team members not be asked to work


All team members will be trained in the new measures and precautions before 
opening


We will begin virtual weekly team meetings to ensure the team feel engaged and 
informed whilst we operate in smaller shift teams, until it is safe to hold a full team 
meeting in person


We will encourage team members to avoid public transport if they are able to, to 
attend work


We will continue to signpost our team to the support of our EAP programme


Management meetings between key leaders in the team will take place virtually 
wherever this is suitable than a face to face meeting


Where possible we will schedule rota’s for the team to work in sub-teams. This will 
mean if any team member shows Covid-19 symptoms, the whole team will be able 
to self-isolate 


Accurate schedules will be kept digitally as a record of team shift patterns, and will 
be made available to the NHS Test and Trace service for 21 days should these be 
requested


We will complete a return to work interview with each team member to ensure it is 
safe for them to work


We will take the temperature of each team member before the start of every shift


Any team members who show symptoms of Covid-19 will be instructed to return 
home and self isolate for 7 days in accordance with the current guidelines 


Any team members who share a home with someone who has symptoms of 
Covid-19 must notify their manager and asked to self-isolate for 14 days in 
accordance with the current guidelines 


We will continue to review our procedures and policies with our team. Working 
together will ensure we remain in the strongest position in knowing our team feel 
confident in being safe at work

Our team will be encouraged to share any suggestions for best practice with us 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Team Social Distancing at Work


Some of our processes will unfortunately mean our pub experience won’t quite be as 
interactive and personal as we’d like. As much as possible we will aim to deliver great 
memorable service, and we look forward to a time when our standards and personal 
touches can fully return


Team start and finish times will be staggered where possible in 10 minute blocks to 
avoid congestion


Where possible the team will be split into sub teams, so that if anyone falls ill the 
whole sub team can self isolate


Team members must strive to achieve social distancing measures of 2 metres when 
arriving and leaving work


Whilst there is no dedicated entrance and exit for the team, the team will follow the 
entrance and exit route of guests


Breaks will be staggered between team members


Team will be encouraged to take their breaks outside weather permitting 


If team go off site for their break, they will need to change out of their uniform and 
follow hand washing guidance 


Social distancing should be followed as much as possible both front and back of 
house


Stairways and corridors will operate directional flow to avoid unnecessary contact 
points
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Kitchen & Service


We love our fresh pub menu and serving great food. We will open with a reduced menu to 
support in simplifying the operation, but keep a pub and plant based menu format. As we 
make all of our food fresh on site, we will still be able to adapt dishes to cater for different 
allergies and intolerances. As we are open throughout the day for breakfast, lunch and 
dinner, we believe we offer plenty of opportunity for guests to enjoy different meals in a 
safe environment.


As we will be operating with a reduced team, we ask our guests to be understanding if 
service times are longer than usual.


Kitchen teams will operate in a reduced number to support social distancing 


We will be offering a reduced format menu to help with minimising kitchen section 
crossovers


Our kitchen facilities already support a side by side way of working, which will 
reduce the amount of face to face working


Kitchen team members will be allocated to a section of the kitchen for both 
preparation and service to minimise cross over 


Where possible we will request deliveries arrive before service and before guests 
are in the building


Access to dry stores and refrigeration stores will be limited to one person per shift


  SOP: Covid-19 	   | Page12



Where possible we will have a dedicated food runner per shift to reduce the number 
of team entering and leaving the kitchen


Bar team members will be allocated to specific tills to avoid crowding around a till


Our floor team will be using allocated portable tablets to take orders at the table, 
which are also used for payment. This reduces the amount of cross-over of team 
using these tablets


Tablets and portable tablets will be sanitised every 30 minutes, and after any 
contact with guests e.g. after entering PIN numbers


We encourage guests to pay by card to reduce unnecessary contact with cash, and 
where possible by contactless payment


All front and back of house team members will have completed their Food Hygiene 
Level 2 before re-commencing work
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Takeaway


With the world a little upside down, whilst we couldn’t open our doors we created a  ‘Pub 
at Home’ menu, so you can enjoy your favourite snacks, pub dishes, desserts, ales, beers 
and wine from the comfort of your home. We understand not everyone will be able to 
come straight back to the pub, so we will continue this takeaway service once we re-open 
our doors. 


Call or email the pub for your order and we’ll have it ready for you to collect from 
the pub at a time suitable for you


We will meet you at the front door with your package if you don’t want to enter the 
pub


If you are coming into the pub to collect your takeaway we ask you to sanitise your 
hands on entry and exit


Reheat instructions will be provided with all meals


Please ensure you let us know about any allergies or dietary requirements 


Once open, we will only be able to provide a takeaway service, delivery will not be 
available 


All delivery bags and packaging will be handled with gloves


Pre-payment will be encouraged, but guests can pay by card on collection 
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Guest Experience


The pub is a place of comfort, somewhere to be yourself. A place to meet family, friends 
and new friends. A place to celebrate, a place you look forward to being, a home from 
home. A place with friendly smiles, great service, and memorable experiences. 


Current restrictions may make it harder for us to make the pub as homely and personable, 
but we will continue to make your experience as comfortable, safe and memorable as 
possible. 


We will signpost information around the pub to keep our guests informed about what we’re 
doing and will continue to stay up to date with the latest guidelines. Please support us in 
following the guidelines so everyone can enjoy themselves in a safe environment.


Single use menus will be printed on recyclable paper, our menu is also available to 
view on our website


We offer free wifi in the pub so guests can browse our food and drinks menus online


Guests will also be able to order and pay online


We will offer a reduced, streamline menu to simplify our processes, reduce 
preparation requirements and allow a smoother kitchen operation


Dietary requirements will still be able to be catered for due to the fresh preparation 
of our dishes


Where suitable we will serve single use condiments, such as sauces, and will clean 
salt and pepper shakers and vinegar bottles after each us


Sanitiser will be located at all main entrance lobbies for use on entry and exit, as 
well as throughout the pub


We ask guests to sanitise their hands on entering and exiting the pub


Signage in the toilets will request guests follow hygiene guidance


Guests will be encouraged to book a table to help with capacity planning. Bookings 
can be made on our website or by calling the pub


We encourage our guests to book tables which are for guests of two households 
only


We will operate a one group per snug policy to support with social distancing


Turn times on tables will be increased by 15 minutes for all party sizes to allow our 
team to sanitise the area before the next guests arrival


We have revised our internal and external layout based on 1 metre plus distancing 
in line with current distancing requirements


Where possible we will remove furniture to support the 1 metre distancing but ask 
guests to be respectful if furniture is still in place but not in use. 
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Our team will guide you to your table to support a circular flow of guests around the 
pub and to ensure tables in use are spaced appropriately 


We will only be offering table service at this time


Social Distancing notices will be displayed in key areas such as near toilets to 
ensure guests observe safe measures


The bar area will remain closed and only act as a dispense only bar


We encourage guests to use contactless payment where possible


We ask that guests with, or from a household with any symptoms to not visit the 
pub 


We encourage families to bring small toys or games for the younger diners as to 
limit contact we will not be providing kids colouring activities and pencils


We have removed our pub games for the moment to minimise contact


A current version of this guide will remain on our website and updated in 
accordance with new information or government guidelines 


We ask our guests to remain respectful of our team if they are asked to observe 
social distancing or hygiene measures. We want everyone to be able to enjoy the 
pub in a safe environment


We will continue to stream our Tuesday night quiz once we open our doors, so guests can 
still enjoy a fun pub quiz from the comfort of their homes.
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Welcome Back


Welcome Back


The current COVID-19 pandemic is unlike anything anyone and any industry has faced. It 
brings fears, concerns and risks to not only our sector, but to our livelihoods and our well-
being. This is a summary of how we at The Famous Virgins & Castle is trying to navigate 
the situation, the processes we will be putting in place to comply with healthy and safety 
guidance, and importantly how we use our values to guide us to through decisions to 
come out of this at the other end.


As the situation is fluid with new information released every day we must make it clear that 
our plans are only designed for our particular business and operations. They have been 
built using risk assessments and with the intention to be fully compliant with government 
guidelines. 


We are doing our best with only good intentions, there may be elements of our guide that 
conflict with updated guidelines and we will therefore monitor and adjust where it is 
necessary to do so. Our only goal is to create a safe and hospitable environment for our 
teams and guests, so that we can return to a place of normality and create many more 
special memories together. 


The journey ahead will be a long one, but one we face together. We have a duty to all our 
team members to do everything we can to protect their jobs so that they can afford to live 
and operate in the industry that they have given so much to over the years. With every 
step we will give careful consideration to every decision we make for the protection and 
well-being of others. The pub is a place of comfort, somewhere to be yourself. A place to 
meet family, friends and new friends. A place to celebrate, a place you look forward to 
being, a home from home. A place with friendly smiles, great service, and memorable 
experiences. 


Current restrictions may make it harder for us to make the pub as homely and personable, 
but we will continue to make your experience as comfortable, safe and memorable as 
possible. 


We will signpost information around the pub to keep our guests informed about what we’re 
doing and will continue to stay up to date with the latest guidelines. Please support our us 
in following the guidelines so everyone can enjoy themselves in a safe environment.
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Cleaning & Hygiene

Sanitiser will be located at all main entrance lobbies for use on entry and exit, as well 
as throughout the pub

We ask guests to sanitise their hands on entering and exiting the pub

Signage in the toilets will requests guests follow hygiene guidance

We will be cleaning surfaces, key touch points, and toilets every 30 minutes

Our team will be wearing gloves, which will be changed every 30 minutes when they 
will also wash their hands 

We encourage families to bring small toys or games for the younger diners as to limit 
contact we will not be providing kids colouring activities and pencils

We have removed our pub games for the moment to minimise contact


Food & Drink Service

Single use menus will be printed on recyclable paper, our menu is also available to 
view on our website. We offer free wifi in the pub so guests can browse our food and 
drinks menus online, as well as order and pay online

We will offer a reduced, streamline menu to simplify our processes, reduce 
preparation requirements and allow a smoother kitchen operation

Dietary requirements will still be able to be catered for due to the fresh preparation of 
our dishes

Guests will be encouraged to book a table to help with capacity planning. Bookings 
can be made on our website or by calling the pub. We encourage our guests to book 
tables which are for guests of two households only

We will operate a one group per snug policy to support with social distancing

Turn times on tables will be increased by 15 minutes for all party sizes to allow our 
team to sanitise the area before the next guests arrival

We will only be offering table service at this time

The bar area will remain closed and only act as a dispense only bar

We encourage guests to use contactless payment where possible


Social distancing

We have revised our internal and external layout based on 1 metre plus distancing in 
line with current distancing requirements

Where possible we will remove furniture to support the 1 metre distancing but ask 
guests to be respectful if furniture is still in place but not in use. 

Our team will guide you to you table to support a circular flow of guests around the 
pub and to ensure tables in use are spaced appropriately 

We ask that guests with, or from a household with any symptoms to not visit the pub 

Social Distancing notices will be displayed in key areas such as near toilets to ensure 
guests observe safe measures

A current version of this guide will remain on our website and updated in accordance 
with new information or government guidelines 
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