Award Winning Windows & Doors to the Trade

THE EMPLAS 10-MINUTE GUIDE
TO RETAIL IN THE COVID-19
(AND POST-COVID19) ERA

INTRODUCTION
BUSINESS DOESN’T STOP - NOT EVEN FOR
COVID-19. WE MAY BE DEALING WITH A NEW
REALITY, THE WAY WE DID BUSINESS HAS
CHANGED (POSSIBLY FOR EVER), BUT THERE IS
ONE THING THAT IS STILL 100% TRUE - HAVE A
PLAN AND IMPLEMENT IT.
This guide pulls together some of the things you
may want to consider. It’s not designed to tell you
what to do, simply to flag some opportunities,
now – and as we move forward towards what is
an inevitable recovery.
SO RIGHT NOW, IN LOCK DOWN, WHAT SHOULD
YOU BE CONSIDERING?
Things you may want to do now, during lockdown
If you haven’t done it already, there are a few things
that you may want to do now to make sure that your
‘house is in order’ and to open up channels of
communication with your existing customers
and future prospects.
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THIS IS OUR SUGGESTED CHECKLIST
WEBSITE
1. Website banner or homepage update
Your website is your primary channel of communication during lockdown. Make the status of your
business clear to your customers whether you’re closed, available for emergency repairs or open.
Link back to a statement which explains why, and what your plans are for the future, when you’ll provide
updates and if appropriate, emergency contacts. Make sure that you emphasise that whatever your
decision is, you’re committed to following government guidelines and protecting staff and customers.
2. G
 ive prospects and customers a reason to get in touch
I t’s important to remind customers that you’re still in business. Create a dedicated Call-to-action on your
website inviting prospects to get in touch for an online ‘virtual’ consultation, or remote quote. They can
help you do this by:
• Sending in pictures
• Chatting or property walk around via video link, for example Facetime, Skype or Zoom
• Providing basic measurements

 We can help you build your digital offer remotely. This includes access to our online quoting tools
see https://emplas.co.uk/windows/casement-windows/
Find out more: call 01933 674880 or email info@emplas.co.uk
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3. R
 un a promotion - online and across your social channels
To help incentivise homeowners to get in touch, you
may want to run a dedicated promotion. This could
include price match guarantees, discounts or low
deposits or keyworker guarantees. The point is you
want to plant the seed that now is a good time to get
in touch and to get a quote remotely.
 e have some recent promotional examples through
W
our retail businesses, T&K Home Improvements and
Ecostar (See www.tkhi.co.uk and
www.ecostardoubleglazing.com.au)
that we share with you.
e-mail sales@emplas.co.uk for further details.
SOCIAL MEDIA
It’s important that as well as ensuring that your website is up to date, you direct traffic i.e. customers
to it. Facebook, Twitter, Instagram (you know the line-up!), allow you to engage with audiences
directly. It’s fine to run promotions but consider timing. As a country we need to be on an upward
curve before anyone is going to give new windows and doors a second thought.
Make sure you listen and post accordingly. Even now in the midst of the crisis, there are things you can
do, support for example, ‘clap for our carers’ right now is time to be more than a business. Be part of the
community and your messages will be more likely to resonate when we get through lockdown.
EXPAND YOUR ONLINE CONTENT – DIGITAL PR
Content is king – It’s not about print or digital, social or traditional media, it’s about saying
something that someone will find interesting and want to share.
Update your blog, talk about choosing windows and doors for period properties - the things
homeowners might want to consider and the options available to them; How windows and doors
can help to cut heating bills and save money; the list goes on. . .
Also think about video. No one is going to judge you on the quality of your framing or production
values, it’s about what you’re saying. Do a product review, talk homeowners through the difference
between a standard and flush casement option. Upload it to your YouTube channel (or create one – it’s
simple). You don’t even need to edit what you film (although there are lots of free editing tools available
to download). It’s about the quality of the message.
Keep it short (around 3-minutes footage is plenty), promote what you film and sign-post it through social
media - but remember timing is important and think about what’s happening in general.
Request our example blogs: call 01933 674880 or email info@emplas.co.uk
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RE-TARGET YOUR EXISTING CUSTOMER BASE
We’re not going to try and teach you to ‘suck eggs’, it’s just that in a period of change, it’s sometimes
easy to overlook the obvious.
If you aren’t already doing it, retarget your existing customer base by phone, e-shot or post (it’s worth
remembering that the postal service is still very much up and running). It’s a great exercise in aftercare.
‘Are they still happy with their windows and doors?’ ‘Is anything ‘niggling’ and needs adjustment’, ‘have they
considered a bi-fold?’. It’s worth remembering that people as well as being concerned are also bored. Could
you help them plan their next home improvement?
GETTING READY FOR RECOVERY
Throughout the crisis things have moved rapidly. The chink of light at the end of the tunnel may
appear some way off but your return to work could be much sooner than you think.
The industry has responded responsibly to the crisis by shutting down. It’s worth noting that has been
and there never was a directive to shut down all manufacturing or construction businesses, and that
sectors of the industry are already gearing up for work.WHAT IS
GOVERNMENT ADVICE FOR OPENING?
Government guidelines are published here:
https://www.gov.uk/government/publications/guidance-to-employers-and-businesses-about-covid-19/
guidance-for-employers-and-businesses-on-coronavirus-covid-19
In summary the Government has said that It has said: ‘With the exception of some non-essential shops
and public venues’, it is not asking businesses to close, ‘indeed it is important for business to carry on’.
Further details can be found here
https://www.gov.uk/government/publications/further-businesses-and-premises-to-close/further-businesses-and-premises-to-close-guidance
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GETTING YOUR TEAMS READY FOR WORK - MANAGING RISK
The most important thing is that when we return to work, we
do so safely. We have created a Safe Operating Procedure Manual
for our Installation businesses, T&K Home Improvements and
Ecostar Australia. We have already re-branded and personalised
this for several of our customers. If you would like your version
to help get your business up and running safely, please e-mail
your request through to customersupport@emplas.co.uk
The document includes the introductionof new processes,
and controls and outlineshow we will be using personal
protective equipment (PPE).
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It also outlines the risk assessment that are carried out before
starting any sites visits; including sales, surveying or installation.
While COVID-19 represents a risk, we find it hard to see any
justification for sales teams to go out to meet homeowners.
1. A new sales journey
We’ve seen that video and digital channels can be used to provide quotes.
They can also be used as a basis for the majority of complete transactions.
• Customer supplies face on shots of each elevation + key measurements for each window
• Rep. provides presentation over Zoom/Skype/Facetime/via email using existing sales collateral
• Customer makes choice of colour, style hardware
• Presented through quote pack with e-signature functionality
• Contracts exchanged subject to survey
We will shortly be announcing some developments on the launch of our Software to help you quote and
sign up sales remotely with minimal customer contact.

Award Winning Windows & Doors to the Trade
2. Survey
• Risk assessment
• Checks an hour before that staff and household are well
• Surveyor to wear full PPE
• Maintains 2m distance from the homeowner throughout as practical
• Survey conducted
Again, we will shortly be announcing some developments on the launch of our Software to help you
manage the survey process with minimal customer contact.
3. Confirmation of contract/pricing
4. Consumer pays deposit
5. Installation
• Risk assessment
• Checks an hour before that staff and household are well
• Installers to wear full PPE
• Survey conducted
• Maintains 2m distance from the homeowner throughout as practical
Risk assessments – more than good practice
It’s going to be important that you revise your existing risk assessments and implement controls to
reduce risk to all of those working within your business.
This includes maintaining homeworking for those employees who do not need to be at work, while
COVID-19 continues to represent a risk.
It is particularly important for those going to site and anyone who is brought into contact with others
during the working day.
In identifying risks, you can put in controls, for example, a new reporting structure for staff who feel
unwell or become unwell on the job; making more hand washing facilities available and ensuring that
those who are at most risk have full PPE available.
We have a multitude of templates that we have developed for all areas of window and door fabrication
and installation. For example, our training and sign-off procedure for those returning to work so that
they can do so safely, and in line with Government recommendations.
Please get in touch with us at customersupport@emplas.co.uk to find out more.
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USEFUL RESOURCES
A complete list of Government support for business can be found here:
https://www.gov.uk/government/collections/financial-support-for-businesses-during-coronavirus-covid-19
The Coronavirus Business Interruption Loan Scheme supports small and medium-sized businesses, with
an annual turnover of up to £45m, to access loans, overdrafts, invoice finance and asset finance of up to
£5 million for up to six years. Find out more here:
https://www.businesssupport.gov.uk/coronavirus-business-interruption-loan-scheme/
Coronavirus Job Retention Scheme Claim for your employees’ wages through the Coronavirus Job
Retention Scheme. Find out if you’re eligible and how much you can claim to cover wages for employees
on temporary leave (‘furlough’) due to coronavirus (COVID-19). Find out more here:
https://www.gov.uk/guidance/claim-for-wage-costs-through-the-coronavirus-job-retention-scheme
DEFERRAL OF VAT PAYMENTS
Temporary changes to the VAT payments due between 20 March 2020 and 30 June 2020 to help
businesses manage their cash flow. Find out more here:
https://www.gov.uk/guidance/deferral-of-vat-payments-due-to-coronavirus-covid-19

Remember, we’re here to help.
Contact the Emplas Sales and Marketing team on sales@emplas.co.uk
and we will call you back to discuss.

