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1 The lockdown in our minds will be the last restriction to be lifted, The Guardian, Tuesday 28 April, ‘Life after 
lockdown: how we work, shop and play will never be same’, The Times, Thursday 23 April
2 ‘Forget the exit strategy, you need a re-entry strategy’, HR magazine, 27 April 2020
3 ‘Schools will reopen in phases, says Williamson’, BBC News, 29 April 2020
4 ‘Chinese AI smart glasses check temperature of hundreds of people in minutes to help identify coronavirus cases’,  
Newsweek, Thursday 26 March

It has accelerated the trends towards remote working 
and online shopping, and made us examine more 
closely how we use our built environment and interact 
with others, and reassess what is ‘clean’ and what is 
‘safe’. As countries come out of lockdown, the priority 
for businesses and other organisations will be to adapt 
their polices and premises to restore public confidence 
and, in the short term at least, create an environment 
that supports social distancing, both for their employees 
and their customers, visitors or service users.

At OCS, we’ve brought together our global expertise 
in facilities management, and our experience in 
the serviced office market through our Landmark 
business, to advise organisations on what to expect 
and how they can prepare for the new normal.

Organisations should first consider how and when those 
employees who have been working remotely, or those who 
have been furloughed, return. For example, businesses 
may need to implement a phased return in offices or on 
the factory or shop floor. Employers may want to prioritise 
returning essential workers, including safety-critical 
colleagues such as fire wardens and first aiders, and those 
less able to work remotely,2 giving due consideration to the 
health and safety concerns of vulnerable groups and those 
reliant on public transport. Employees affected by ongoing 
childcare issues3 may wish to continue working from home 
where possible. Staggered start and finish times may need 
to be introduced to reduce bottlenecks at entrance and 
exit points and to avoid peak times on public transport. 

Employers must consider not just the physical health of 
returning employees but their mental health too, as they 
may be anxious about returning to site. Any changes to 
working practices should be dealt with sensitively, with 
appropriate support offered to those who need it. All 
employees, both onsite and remote, should feel engaged 
with and given the opportunity to feed back about the new 
ways of working so that policies can evolve over time. 

The built environment will need to change too. Access 
control should be reviewed and intensified, with the 
introduction of ‘conditions to entry’ to reduce the risk of 
an infected person entering a site – whether it’s an office, 
a factory, a shopping centre or a school. Across the world, 
thermal imaging is being deployed to scan employees, 
visitors and customers before they enter premises, and even 
to screen the body temperatures of crowds.4 In Southeast 
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The pandemic we are living through will have a long-term impact 
on how we live and work, even as restrictions are lifted.1 
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Asia, customers undergo temperature checks before 
entering retail environments, and these conditions are 
mandatory for many shopworkers too. Our international 
school customers in Thailand will not be reopening until 
the end of August, when our security colleagues will be 
deploying thermal cameras to monitor returning staff and 
students, with follow-up temperature checks carried out 
by the school nurse. Indeed, some degree of temperature 
checking is likely to be implemented in all countries coming 
out of lockdown – and it is already in use in the UK [see 
pullout 1] – but screening, testing and tracing measures 
will need to be carried out safely and sensitively, using 
guidance from your health & safety, HR and legal teams.

Organisations will want to undertake or review their risk 
assessment to understand how employees and customers 
use their spaces and how they can be adapted to limit the 
impact of a future outbreak. In New Zealand, the lifting 
of restrictions has happened sooner than expected after 
less than two months of lockdown. This has left many 
businesses unprepared and services such as additional 
cleaning and deep cleaning in high demand, according 
to our in-country experts. Businesses have prioritised 
making their premises safe for returning employees and 
customers rather than redesigning their spaces for the 
new normal. However, rethinking public spaces to allow 
for continued social distancing is critical to restoring public 
confidence and keeping us safe, and here, factories, 
supermarkets and other businesses that have remained 
open may offer useful insight [see pullout 2].5 For example, 
it may be necessary to limit access to areas of high footfall 
or restricted spaces such as lifts, escalators/staircases 
and washrooms through maximum occupancy signage, 
one-way systems and queue management. Footfall 
monitoring technology will be essential for large retailers 
and shopping centres to maintain social distancing. 

5 ‘Social distancing in factories means split teams and 
new shift times’, The Times, Thursday 23 April

We’ve been involved early on in designing and 
implementing safety measures for one customer 

as part of its COVID-19 taskforce. This includes 
the deployment of handheld thermometers 

at its UK sites, which have remained open 
throughout the lockdown. 

At another contract, 
our security colleagues 
carry out temperature 

checks prior to entry.

PULLOUT 1

We’ve used computer aided design to 
reconfigure one customer’s workspace, 

converting meeting rooms and storage areas 
into office space where needed and designing 

and implementing a one-way system. All lifts 
and every other toilet, urinal and hand basin has 

been closed to maintain social distancing, with 
additional event-style hand-washing facilities 

and sanitiser stations situated 
throughout the site. We are also 

delivering an extra 100 hours 
of cleaning a week.

PULLOUT 2
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As with restaurants and cafes, offices may need to be 
reconfigured, or desks ‘closed off’, to support social 
distancing.6 Employers may need to consider repurposing 
meeting rooms and breakout areas and removing hot 
desks. If this is not practical, new protocols will need to be 
developed to ensure the safety of users [see pullout 3]. The 
regular cleaning of meeting rooms after each use – with 
appropriate sign-off, release and booking procedures – will 
also reduce the risk of transmission and enable employers 
to trace users if someone falls ill. Adopting new working 
policies such as designated team zones, staggered break 
times and additional shift patterns with non-physical 
handovers could help ease the pressure on facilities. Some 
businesses have gone so far as to close some shared spaces 
[see pullout 4] and even their canteens, replacing them with 
grab-and-go options and vending machines [see pullout 5]. 

Rebuilding employee and customer confidence is critical, 
especially with the potential for further shutdowns on a 
local or national scale. Businesses must reduce the risk of 
transmission by using the built environment to protect the 
public, and the communication of those changes is the key 
to reassuring your workforce and your customers. Here 
are five ways the facilities management sector can help 
you make your premises safe – and keep them that way.

6 ‘Life after lockdown: how we work, 
shop and play will never be same’, 
The Times, Thursday 23 April

Smaller kitchen areas have been closed and 
maximum occupancy signage introduced 

at another customer contract. We are also 
introducing a hygiene champion, who will 

be trained by OCS to advise, reassure and 
remind employees of social 

distancing measures, including 
queue management.

Please help to prevent the spread of 
Coronavirus by keeping a 2m gap 

between yourself and others
#socialdistancing

2 metres

www.ocs.com/uk

PULLOUT 4

At one contract, the canteen 
has been closed temporarily and 

OCS catering colleagues have been trained and 
redeployed to provide additional touchpoint cleaning.

PULLOUT 5

Agile working is to be replaced with dedicated 
desks at one contract. Employees will be given a 

keyboard and mouse each, to be stored in their 
locker when they’re not working. Alternate-week 

working patterns are planned, with passes 
switched on and off to limit access to the site.

PULLOUT 3
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Preparing your 
business

1  Make your premises safe for reopening

Businesses must ensure their premises are safe for 
returning employees and customers. Pre-opening checks 
are essential for buildings that have been closed during 
lockdown, as well as those that have remained open but 
with reduced usage. For example, it may be necessary to 
carry out a full sterilisation and recommissing of your hot-
water and cold-water service outlets to ensure no legionella 
bacteria has developed in the system. And where gas 
appliances or air-conditioning units have been shut down, 
they should be recommissioned by a qualified engineer or 
technician to ensure system integrity and appliance safety. 
FM providers can support businesses with all essential pre-
opening checks, including water, electrical and HVAC filter 
testing, food hygiene compliance, pest control services, and 
assessments of life-safety systems such as fire alarms and 
fire extinguishers, fire doors and building fabric. Businesses 
may also want to consider any changes required to their 
HVAC systems to improve air quality, remove airborne 
contaminates and prevent cross-contamination.

Premises should be deep cleaned immediately before 
reopening to ensure a hygienically clean workplace, 
focusing on touchpoints such as lift buttons and 
washrooms. The relaxation of restrictions is likely to 
lead to a surge in demand for deep-cleaning services 
such as decontamination. Ensure your facilities are 
ready by prioritising deep cleans in your planning. 
When accompanied by the right messaging, deep 
cleans can reassure returning employees and 
customers, and businesses may want to look to their 
cleaning service provider to communicate the depth 
to which their premises have been cleaned.

2  Review and reinforce your  
 business continuity plan

Despite a pandemic being listed on the UK Cabinet 
Office’s National Risk Register for Civil Emergencies in 
2013 as ‘likely to happen within five years’,7 the coronavirus 
outbreak caught many unaware, and some businesses 
found that their critical technology infrastructure could 
not support the requirement for remote working. Post-
lockdown, businesses cannot be complacent. Subsequent 
outbreaks will demand a quick response to protect people, 
revenues and reputation, and this will put pressure on 
facilities providers to supply enhanced cleaning, security 
and hard FM services. Strategic contingency planning, 
clear communication and frequent reviews are essential 
to anticipate and alleviate this pressure where possible.

Organisations should include guidance on how to 
handle a case of coronavirus on site in their emergency 
planning. Technology is another key consideration. For 
example, if they have not already done so, businesses 
may want to consider installing additional cooling and 
capacity in their data centres and server rooms to 
ease the disruption of future lockdowns, as well as the 
installation or upgrading of uninterrupted power supply 
support and remote monitoring of critical power supplies. 
In addition, upgrading building management and fire 
alarm systems to allow for remote monitoring will ensure 
that premises are safe and secure, and assets protected, 
during times of low occupation. You may also want to 
consider converting a proportion of your office portfolio 
to flexible space through a serviced office provider, 
which will enable you to react more easily to changes in 
demand and disperse your workforce as necessary.

3  Change your approach to cleaning

With COVID-19 detectable for up to three days on surfaces,8 
cleaning – and cleaning operatives – are critical to slow 
down the spread of the virus and keep us safe. Many 
organisations have increased their cleaning specifications 
during the pandemic to focus on daily cleaning of 
touchpoints such as stair rails that previously might have 
been carried out once a week. Maintaining these more 
frequent and intensive cleaning regimes will help to rebuild 
confidence in your facilities and reduce sickness absence.9 
Businesses must prioritise the health and wellbeing of 
their employees and customers and adopt a preventative 
cleaning regime, including regular deep cleaning, high 
touchpoint cleaning and fogging/UVC for high-risk or 
high-traffic areas, to ensure a safe environment for all who 
use their premises [see pullout 6]. We should anticipate 
changing public attitudes to cleanliness and hygiene, 
including the introduction of hygiene ratings for buildings 
(either as a voluntary scheme or a regulatory one) and a 

7 National Risk Register of Civil Emergencies, 2013 edition 
8 ‘Transmission characteristics and principles of infection prevention and control’, Public Health England, updated Monday 3 May 2020
9 The Healthy Workplace Project, a 2012 study by Kimberly-Clark in consultation with Dr Charles Gerba, Professor of 
Microbiology at the University of Arizona, found that 75% of taps located in break rooms had high levels of contamination 
(an ATP count of 300 or higher), as well as 48% of microwave door handles and 27% of keyboards.

We are working with one of our 
customers on an enhanced cleaning 

regime, which will include deep 
cleans at least once a week and up 

to once a day. We have also trained four teams of onsite 
cleaning operatives on the use of fogging machines.

PULLOUT 6
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higher regard for cleaning operatives, whose expertise 
is essential to keep us safe. Make this invisible workforce 
visible by having them on hand throughout the day so 
that they can be reactive, focusing their efforts on areas 
of high footfall and where there is a high risk of cross-
contamination – for example, at coffee stations. Their 
presence will also ‘communicate’ to your employees, visitors 
and customers the steps you are taking to keep them safe.

Cleaning providers must also educate the public as 
to what ‘clean’ is. In Thailand, we’ve been talking to 
our customers and our customers’ customers about 
the difference between ‘cleaning’ and ‘disinfection’/ 
‘sanitisation’. At one education site, we’ve implemented a 
four-tier service ranging from cleaning (level one) – with 
additional daytime cleaning to reassure staff, students 
and parents – through to rapid response (level four).

4  Update your systems, policies and procedures

Review and adapt your security systems and procedures 
to the new normal. For example, you may wish to remove 
sign-in touchscreens for visitors and implement new 
access restrictions and conditions to entry such as 
hand sanitisation and temperature checks. Ranging 
from handheld devices to walkthrough scanners, 
demand for thermal imaging technology will be high as 
it can help to rebuild public confidence post-lockdown. 
More sophisticated options can also be adapted 
to include facial recognition technology, subject to 
compliance, allowing organisations to future-proof 
their security solutions as new threats emerge.

Update your security team of any procedural and 
infrastructure changes so that they’re ready to enforce 
new regulations when your doors open again. For example, 
businesses carrying out temperature checks on employees, 
visitors and customers will need to develop clear policies 
about how to handle cases of fever sensitively and 
guidelines/scripts for their security team to follow. For 
example, they may want to consider allowing a cooling-
off time for those who have run or cycled to your site. 

Organisations should keep their employees and customers 
updated too, so they know what to expect when they 
return. This will reduce anxiety, encourage their return 
and ensure new systems run smoothly [see pullout 7]. 

5  Update your facilities to the new normal

Businesses will want to consider how their space was 
used pre-pandemic and how to change it to minimise 
infection risk and increase prevention post-lockdown. 
The number of touchpoints can be reduced by fitting 
hands-free door openers and non-contact infrared 
taps and toilet flushes. Sanitiser stations – not just 
at entrance and exit points but throughout the 
premises – will both reassure returning employees and 
customers and limit the impact of future outbreaks. 

Communicating the measures that you are taking to 
reduce the risk to employees, visitors and customers 
is key to restoring their confidence in their workplace. 
This can be done through increased signage, a video 
walkthrough or even an interactive digital guide that 
allows them to see the cleaning regime for each 
area. Businesses may also want to consider issuing a 
welcome back safety pack for employees. This could 
contain a brief guide to the ‘make safe’ measures 
introduced, such as new access control procedures, 
the location of hand sanitiser stations and changes to 
catering, as well as essentials such as sanitiser wipes. 

Businesses may want to ask their cleaning service 
provider to communicate what its operatives are doing 
to keep employees and customers safe. For example, 
posters can be used to inform them when an area has 
been deep cleaned. Returning employees and customers 
may be nervous about visiting areas of high footfall, 
and the demarcation of space and queue management 
using floor stickers can also provide reassurance.

Businesses with staff canteens or customer restaurants 
may want to review queuing and seating arrangements 
and their menus – for example, offering more grab-
and-go options or even a delivery service, and utilising 
technology to order and pay for food. Some businesses 
may wish to install more catering options such as coffee 
stations and set up overspill spaces to reduce footfall. 
Others may want to remove tea and coffee facilities 
altogether to reduce the number of touchpoints and 
instead ask employees to bring their own drinks.

We are working with one customer to produce a video of the 
new work environment for its staff, including a walkthrough 

of the new procedures that employees must follow. 

PULLOUT 7
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A trusted partner
At OCS, we’ve been providing businesses with 
essential support services for over a century. We’re 
trusted by customers in sectors such as as healthcare, 
government, retail, manufacturing, aviation, sports 
and entertainment venues, and professional services 
to deliver services including cleaning, security, 
catering, mechanical & electrical, and front-of-
house support. And through our Landmark business, 
we provide flexible serviced office solutions.

As our customers’ needs have changed, so have we. 
During the current pandemic, our customers have 
looked to use our expertise in cleaning and security to 
help them keep their people and property safe. We’ve 
responded, delivering biohazard cleaning and mobile 
CCTV, deploying thermal imaging and administering 
temperature checks, and upgrading server rooms to 
increase capacity and meet the demand for remote 
working. We understand the fear and anxiety employees 
and customers may feel as they return to customer sites 
– and the important part that cleaning and security will 
play in reassuring them that their environment is safe.

With operations in Asia Pacific, as well as the UK, Ireland 
and the Middle East, we can draw on the experience of 
our experts in those countries that have begun to lift 
restrictions, as well as our UK customer sites that have 
remained open, and the expertise of our Landmark 
serviced office business to help businesses adapt to 
the new ways of working. Our experts can advise you 
on the best solutions for your organisation, along with 

the technology, equipment 
and trained colleagues 

to deliver it, from 
occupancy/footfall 
sensors to UVC light 

sanitation. Our hard 
FM services include the 

upgrade of HVAC systems, 
the automation of touchpoints 

and the installation of hands-free 

options such as foot 
door pull openers. Our 
soft services expertise 
means we can advise 
you on an integrated 
security solution that combines technology and manned 
guarding to protect your physical assets and reassures 
your customers, and a cleaning regime that focuses on 
high-contact areas and includes regular deep cleans 
to keep your environment safe. We can install, supply 
and maintain sanitation stations; thermal cameras 
that scan employees and/or customers before they 
enter your premises; and floor markings to enforce 
social distancing in areas of high footfall. As a provider 
of security officers and stewards, we can also supply 
marshals to enforce social distancing safe practices. 

As a longstanding provider, with 120 years’ experience 
and 20,000 customers across the world, we have a 
robust supply chain in place and trusted partners 
who can supply solutions quickly, which will be crucial 
as the demand for services such as deep cleans and 
items such as thermal imaging and sanitiser increase. 
We care about raising standards in the FM industry 
– which is why we developed our award-winning 
IMPACT training scheme.10 We value the important 
work our frontline colleagues do for our customers and 
recognise them through our OCS Stars recognition 
scheme. We look after their physical and mental health 
through initiatives such as our employee assistance 
programme and mental health awareness training. 
From our skilled colleagues on the frontline to our 
industry experts, we work with our customers to deliver 
the most efficient facilities solutions for their needs – 
one that keeps their people and their property safe.

We are offering organisations a ‘safe to open’ 
survey of your facilities. To find out more, 
or to discuss your FM needs, contact us on 
0844 846 7608 or enquiries@ocs.co.uk.

10 ‘OCS IMPACT training programme is a winner at IWFM Awards 2019’, ocs.com, 16 October 2019 
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