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The coronavirus (COVID-19) pandemic has caused unprecedented 
disruption to everyone’s lives. 
We have followed the evolving impact of coronavirus (COVID-19), and reacted at speed to redefine our service 
delivery. We have interpreted and influenced the latest advice from the Government and Public Health England 
to ensure all cleaning and security services are compliant. Our expert COVID guidance team has been in place 
from the start to actively lead and influence the way our industry operates in the future. Within the OCS venues 
and events sector, we have also been actively involved in supporting a number of venues in their transformation 
into healthcare facilities, such as the Birmingham Nightingale hospital. This has enabled us to continuously learn 
and challenge providing best practice guidance, whilst ensuring the safety of our customers and colleagues in the 
delivery of services to the highest quality.

The focus now is on the considerations needed to change operational practices and what is needed to reopen 
venues. We are able to utilise our operational learning and the OCS subject matter experts to be confident in 
helping you to plan, design and keep your guests safe. OCS can help and support in all these aspects, and complete 
the preparations needed to safely reopen and operate with confidence. 

The whole visitor journey needs to be considered when identifying new approaches to cleaning and security service 
delivery. Changes needed to be considered are a combination of technology, equipment and operating practices, 
supported with a comprehensive communication plan and staff training programme at your venue. OCS can 
help you put this in place today, and in the coming weeks and months. By putting the the right people, tools and 
practices in place you will provide the public with the reassurance needed to not only return with confidence, but to 
come back and enjoy a shared entertainment and experience at your venue or stadium.

This document outlines our thoughts, advice and guidance for venues, stadiums and organised events. We really 
care about ensuring a safe welcome back for employees, guests and visitors and can be trusted to provide expert 
tailored solutions. Please do not hesitate to get in touch to discuss further if we can help. 

Jeremy Dicks
Director of Venues & Events 
OCS Group UK

Bill Whyte
Business Development Manager - Venues & Events 
OCS Group UK   

JeremyDicks BullWhyte
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Re-defining the customer journey

Delivering a visitor journey that provides confidence and reassurance in safety is going to require changes in the 
way that venues operate. We have provided recommendations and suggestions of what changes could be made at 
your venue for Security, Cleaning and Communications with visitors for when you start to reopen.

To help understand where the recommendations can impact on the customer journey, each tailored solution is 
accompanied by ‘Icons’ that align to the following touch points throughout that journey:

Touch point in customer journey Description Icon

Pre-Arrival Communications and information visitors require 
prior to arriving at the venue.

Car Park This covers drive in parking facilities and other 
vehicle stations such as courtesy bus and coach 
terminals.

Venue & Event Exterior  
(The Walk Up)

The exterior covers all areas outside of the venue 
that the visitors, public and employees use on 
their ‘walk up’ to the venue.

Ingress & Egress Covers all entrance and exits to the venue that 
may be used by employees, visitors, deliveries 
and suppliers.

Venue & Event Interior The interior covers all interior areas within a venue 
including, washrooms, offices, and meeting 
space as well as the actual event space.

All recommendations and suggestions have been aligned with guidelines from the UK Government and Public 
Health England. You can view the latest guidance at:

UK Government: www.gov.uk/coronavirus

Public Health England: www.gov.uk/government/organisations/public-health-england

Key to locations

http://www.gov.uk/coronavirus
http://www.gov.uk/government/organisations/public-health-england
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PUBLIC CAR PARK

PUBLIC CAR PARK

PUBLIC CAR PARK

EXHIBITOR CAR PARK

VIP CAR PARK

STAFF CAR PARK

The Journey Back

RAILWAY STATION

COACH STOP

Potential routes through/around venue (Guests)

Potential ‘chokepoints’ around venue (Guests)

Potential routes through/around venue (Exhibitors/Suppliers)

Potential ‘chokepoints’ around venue (Exhibitors/Suppliers)

Interaction points with cleaning/security/stewarding/venue teams

Interaction route with visitors with security/stewarding/venue teams

Route over which we exert no control/influence

The following layout demonstrates some of the potential cleaning, sanitising, 
security and stewarding options available to support venues and events as the 
country starts to ‘re-open’. This is designed to stimulate thought and discussion. 

Key
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EXHIBITOR CAR PARK

Fogging process - ideal for disinfection cleans within relatively enclosed areas such as 
vehicles, corriders, washrooms etc. 

Deep cleaning of spaces using heavy duty mechanical/electrical equipment such as 
scrubber driers for cleaning large open areas rapidly before and after events.

Encouraging visitors to utilise relevant PPE, in line with Government guidelines, and 
providing opportunity for the purchase or distribution of PPE if necessary.

Sanitising stations at all key touch points, such as entrances, washrooms and at locations 
along expected routes.

Introduction of washroom attendants across the venue ensuring touch points and 
sanitary surfaces are regularly sanitised

Higher levels of general cleaning in evidence, especially at key congregation points, such 
as entrances, exits and traditional meeting points.

Cleaning teams work to Public Health England standards, and following SSoW and RA/MS 
details based on the NHS Nightingale operation at the NEC. 

Clear and effective communication with ticket holders prior to arrival at the venue, 
ensuring visitors are aware of limitations/regulations/restrictions in force.

Clear and effectice signage across the venue demonstrating social distancing 
expectations, PPE requirements, routes, zones, entrances and exits etc.

Provision of flyers or information leaflets as part of the ‘route in’ to the event, detailing 
expectations, rules and information.

All tickets including car parking must be purchased in advance, online. Car parking 
payment can be made online at venue if facilities allow. No cash transactions.

Security

Communications

Cleaning

Utilising Thermal Cameras on crowds/groups of people, identifying those with a potential 
fever temperature. Potential to install at main/all entrances to venues.

GPS/Geofencing App systems on smartphones to vibrate/notify when social distancing 
not being adhered to.

The use of drones to manage and monitor crowds or queues and identify where social 
distancing is not taking place.

Close temperature taking - the ability to identify and test individuals not necesarily pciked 
up by thermal cameras, or in areas where thermal cameras are not in operation.

Effective wayfinding and stewarding, ensuring people socially distance as well as keeping 
people within predefined routes or zones, and use correct entrances ane exits. 

Using colour coded entrances to manage entrances, zones and exits,  colours allocated 
during ticket puchase process or allocated at car parks/public transport hubs.
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Thermal camera technology Thermal imaging cameras can 
be used to identify people quickly 
and accurately with elevated 
body temperatures, one of the key 
symptoms of COVID-19.

Geofencing and GPS tracking Geofencing and GPS tracking 
systems help maintain social 
distancing by making either a 
smartphone or smart bracelet 
vibrate when people get within two 
metres of each other.

Monitoring of social distancing Provide additional guards, or the 
use of drones, to manage and 
monitor crowds or queues and 
identify where social distancing is 
not taking place.

Close temperature taking Use close temperature taking 
devices to identify and test 
individuals not necessarily picked 
up by thermal cameras, or in areas 
where thermal cameras are not in 
operation.

Event Stewarding and wayfinding Review the wayfinding and 
stewarding at your venue to ensure 
visitors socially distance as well as 
keeping within predefined routes or 
zones, and use correct entrances 
and exits.

Colour Coded Entrances, Exits and 
Zones

Introduce colour coded entrance, 
exits and zones so the colours 
allocated can be communicated 
during the ticket purchase process 
or allocated at car parks/public 
transport hubs.

Installation of screens / barriers Install clear, high screens at pinch 
points to support social distancing 
measures where people can’t 
remain two metre apart.

Security

The following is an outline of our recommendations on how to re-
open venues and events safely drawn from experience and specialist 
partners. We have available a complete breakdown of all products 
and services shown should you wish to seek further guidance or 
information. Contact details at the end of this brochure.
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Fogging Fogging, or electrostatic cleaning, is 
the ultra-low volume (ULV) method 
that is used to disperse micro-
droplets of a specialist cleaning 
agent to eradicate both airborne 
and surface-based bacteria, viruses 
and micro-organisms. By adding 
an electrical charge to the liquid 
droplets, surfaces attract the 
drops allowing them to places that 
traditional disinfection cleaning 
techniques are unable to. 

It is ideal for disinfection cleans 
within relatively enclosed areas such 
as vehicles, corridors, washrooms 
etc

Infection control and deep cleaning Deep cleaning of interior spaces 
where large groups, crowds or high 
footfall occur should be undertaken 
and all surfaces should be cleaned 
and disinfected. In large open 
areas, use heavy duty mechanical/
electrical equipment such as 
scrubber driers for cleaning rapidly 
before and after events.

Encourage use of PPE In line with Government and Public 
Health England guidelines we 
recommend, encouraging visitors 
to use the right PPE i.e. face masks. 
This may include you purchasing 
and distributing the PPE to visitors 
where necessary.

Installation of sanitising stations Provide sanitising stations at all 
key touch points on the customer 
journey, such as entrances, 
washrooms and at locations along 
expected routes. Position additional 
hand sanitiser dispensers in high 
traffic common areas, such as 
outside toilets, lobbies and catering 
outlets.

Cleaning
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Washroom attendants Introducing washroom attendants 
across the venue provides visible 
reassurance that touch points and 
sanitary surfaces are being regularly 
cleaned and disinfected.

Increase cleaning regimes and 
delivery times

It is recommended to review your 
cleaning regimes and increase the 
amount of cleaning to maintain 
a safe environment especially 
in high footfall or used areas of 
the venue. Consideration should 
also be given to when cleaning is 
undertaken. Having cleaners visible 
when employees and visitors are 
using the venue can provide added 
reassurance.

Cleaning standards Our OCS cleaning teams have been 
trained to Public Health England 
standards, and follow SSoW and 
RA/MS details based on the NHS 
Nightingale operation at the NEC. 
All disinfectant chemicals used 
comply with EN1276 and or EN14476 
standards.
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Digital communications Have clear and effective 
communication with ticket holders 
prior to arrival at the venue, 
ensuring visitors are aware of any 
limitations/regulations/restrictions 
in force. This may include a F&Q 
section on your website on what 
they can expect on the day of the 
event and / or email updates.

Clear and effective signage Provide clear and effective signage 
across the venue demonstrating 
social distancing expectations, 
PPE requirements, routes, zones, 
entrances and exits etc.

Event day information Email a reminder guide detailing the 
expectations, rules and information 
so visitors are prepared for the 
processes in place so it is fresh in 
their minds and available to hand

Go cashless All tickets, including car parking, 
must be purchased in advance, 
online. Car parking payment can be 
made online at the venue if facilities 
allow. Consideration should be 
made to whether all purchases on 
site can be card only to avoid cash 
transactions.

Follow Government guidance All guidance from the Government 
on how to reopen venues to 
large groups and crowds must be 
adhered to and communicated to 
visitors and employees. This may 
include the use of technology such 
as track and trace apps being 
shown to security at the venue.

Communications
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In the coming weeks and months, a very different way of running events and venues will be required. The need for 
events, social gatherings and interaction is an essential part of our mental well-being and social life – nothing beats 
a live event or experience as a part of a large group or crowd.

OCS are working proactively in mitigating impacts of COVID-19, so we can stand alongside our clients and the 
venues and events industry to deliver safely, and with confidence, a service solution tailored to your needs and 
government guidelines.

For further details about any of our recommendations, products or services in this brochure please direct your 
enquiries to:

Bill Whyte, Business Development Manager, Venues & Events, OCS Group UK  

bill.whyte@ocs.com

07458 076816

OCS Venues & Events are here to help

OCS Group UK Limited
Ground Floor, Unit 5, The Enterprise Centre, Kelvin Lane, Manor Royal, Crawley, West Sussex, RH10 9PE

www.ocs.com/uk

Registered in England, No: 3056469


