
   

The Coronavirus Action Plan 
 
 

 

Take Action Now! 
 
 

 
 
 
 
 

 
 

 
 

 
 

Click on the following links for additional information. 

 
 
 

 
 

 

 
 
 
 

 
 
 
 

 
A good place to begin is by reviewing this, click here… 
 
 
 

Nationwide Marketing Group has compiled a wide variety of resources to assist Members, click here… 
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Meet the Challenge 

 

These challenging times demand a new positive attitude and a new mindset.  
This is not the time for business as usual.  Independent Retailers have a unique 
opportunity staring them in the face.  You are nimbler, more flexible and more 
creative than large competitors.  Capitalize on those advantages.  Serve your 

customers better than any competitor can. 
 

• Communicate Your Advantages to Customers  
• Use the Marketing Tools at Your Fingertips 
• Use Technology to Make Sales 
• Train Your Team to Excel in All They Do 
• Be Exceptional Every Day in Every Way! 

 

 
 

Return to Top 

  



   
 

 

Request for Waiver of Compliance 
Essential Business Status 

(template) 

  
As an Independent retail dealer for Major Appliances in the state of (insert state), the products 
and services provided by (insert dealer name) are essential to the wellbeing of the citizens of our 
community.  For that reason, we request a waiver from compliance to (insert regulation name 
and number).  It is an industry statistic that more than 60 percent of major appliance purchases 
are made under duress for the replacement of products that have failed.  The continued 
operation of (insert dealer name), and its ongoing ability to deliver and service Major Appliances, 
are essential to the public for the following reasons: 
  

• Refrigerators and freezers are essential for the basic preservation of food and medicine. 
Today, as consumers are making fewer trips to food suppliers and stockpiling more, food 
storage and preservation are even more critical. 

  
• Ranges, cooktops and ovens provide necessary food preparation capabilities, and as the 

population is required to stay in and prepare meals at home the need is greater than 
normal.  

  
• Automatic dishwashers are essential for sanitizing dishes and utensils which limits the 

spread of disease.  Hand washing of dishes is generally not as sanitary and requires more 
water. 

  
• Laundry appliances such as clothes washers and dryers which sanitize garments and 

linens are essential, because according the CDC it is possible for COVID-19 to be 
transmitted via clothing.  Those who continue to function outside the home and those 
who have a single household member who is self-quarantined must be able to sanitize 
clothing and linens. 

  
These products and services, provided by (insert dealer name), will be needed by the public and 
will be purchased in significant quantities in the coming weeks and months.  Consumers will 
require access to these products and will deserve multiple competing outlets from which to 
choose as they try to stretch household budgets that have been impacted this difficult 
economy.  For these reasons and more, we request a waiver from compliance to (insert 
regulation name and number) so that we can better serve our communities.   

 
 
 

Return to Top 

 
 



   
 

 

Store Remains Open for Business 
 

Personnel: 
• Proactively communicate often with your Team to make sure they understand your plans 

as they evolve. 
• Concern for the health and safety of every employee is our first and most important 

priority. 
• Any employee experiencing any illness symptoms, regardless of how minor, will not be 

allowed to work in the store. 
• Immediate notification of any apparent symptoms to management is required. 
• Within the store, guidelines for social distancing will be observed by everyone. 
• Everyone will be required to wash their hands hourly or more often. 
• Consider special projects or store improvement tasks around the store that will motivate 

Team members and improve the store environment. 
• What the New COVID-19 Bill Means for Employers 

• Personnel Training – Sharpen your Team Member Skills 
o The Nationwide Learning Academy 
o Online Business Software Training 

 

Delivery, Logistics & Facilities: 
• Post new Store Hours by Day 
• Post a Sign Outlining In-Store Response to Virus 

o Concern for Customers & Staff 
o Sanitizing Procedures and Frequency 

• Define a policy for In-Home Delivery or curbside delivery by product category. 
• Delivery Checklist 

 

Marketing: 
• Inform potential customers that you are open for business. 

o Update “Google My Business” Hours 
• Website Essentials 

o Response to Virus 
o New Store Open Hours 
o In-Store Sanitizing Procedures & Frequency 
o Show Pricing and Inventory Availability 
o Implement Live Chat 
o Delivery Options & Procedures 

• Marketing Messages 

o Shop In-Store 
o Shop Online 
o Shop by Phone 
o Shop by E-Mail 
o Chat Online 
o Delivery 

• Marketing Media 
• Live Chat Best Practices 

Return to Top 

https://www.nationwidemember.com/content/479634/subpage/3746
http://memberneteducation.com/NMGTraining
https://www.nationwidemember.com/content/479634/subpage/3750


   
 

 

Merchandising / Sales Plan: 
• Inventory Management 

o Do not attempt to maintain stock levels on all models within each product category 
o Focus on selected, high velocity models. 

▪ Stock key models in each product category 
• 10 Ways Retailers Can Grow Sales During Co-Vid 19 - Twice 

 

Finance: 
• Inventory Financing 

o Communicate regularly and honestly with your Inventory Finance providers.  This 
is essential to earning their trust. 

o Be proactive in sharing the financial challenges you are facing.  Call them, before 
they call you. 

• Bank Financing 

o Communicate regularly with your Banker. 
▪ Ask for input on what is happening locally. 

o Establish a Bank Operating Line of Credit, if you don’t have one in place now.  
Even if you don’t need funds at the moment, creating an available line of credit 
provides welcome security should the need arise. 

• Consumer Financing 
o Add a Consumer Financing Option to your Website 
o Stay Informed about Group Consumer Financing Offers and use them. 
o Consider adding second tier financing to be able to accommodate a wider customer 

base. 
o Go to Nationwide MemberNet Consumer Financing 

• Landlord 
o Communicate regularly with your Landlord. 

▪ Discuss rent abatement options. 
 

Strategic Planning: 
A comprehensive plan for your business is essential.  This pandemic will affect your business.  
Through better preparation and quick positive action, you can minimize the impact on your 
business.  

• The Retail Circle of Success 
• Coronavirus Response What a Retail Business Owner Should Know 

• Business Pandemic COVID-19 Planning Checklist  
• Business Insurance Questions – FAQ’s  

Return to Top 

  

https://www.twice.com/blog/another-view/top-10-ways-ce-retailers-can-cope-during-covid-19-crisis
https://www.nationwidemember.com/services/category/23
https://www.nationwidemember.com/content/479634/subpage/3744


   
 

 

Store Temporarily Closed for Business 
 

Personnel: 
• Proactively communicate often with your Team to make sure they understand your plans 

as they evolve. 
• Openly discuss staffing plans, work hours, home-work assignments, and any other 

expectations. 
• Privately discuss payroll issues with each employee. 
• Consider special projects or store improvement tasks around the store that will motivate 

Team members and improve the store environment. 
• Concern for the health and safety of every employee is your first and most important 

priority. 
• Any employee experiencing any illness symptoms, regardless of how minor, will not be 

allowed to work in the store. 
• Immediate notification of any apparent symptoms to management is required. 
• Within the store, guidelines for social distancing will be observed by everyone. 
• Everyone working in the store will be required to wash their hands hourly or more often.  

• What the New COVID-19 Bill Means for Employers 
 

Delivery, Logistics & Facilities: 
• Determine what staffing will be needed to maintain store operations. 
• Establish a work schedule for any Staff who will continue working. 
• Review all Customer Orders awaiting delivery. 

o Communicate with those customers to determine how the order fulfillment will be 
handled. 

o Define a policy for In-Home Delivery or curbside delivery for each pending 
customer order 

• Assign responsibilities for Store and Equipment maintenance. 
 

Marketing: 
• Inform customers and the public that your store will be temporarily closed. 

o Specify the reasons for the closure and the closure dates. 
o Inform the public how special service requests will be handled. 

▪ Provide call-in phone numbers, e-Mail addresses, Digital Text numbers. 
 

Finance: 
• Inventory Financing 

o Communicate regularly and honestly with your Inventory Finance providers.  This 
is essential to maintaining their trust. 

o Be proactive in sharing the financial challenges you are facing.  Call them, before 
they call you. 

• Bank Financing 
o Communicate regularly with your Banker. 

▪ Ask for input on what is happening locally. 
o Establish a Bank Operating Line of Credit, if you don’t have one in place now.  

Even if you don’t need funds at the moment, creating an available line of credit 
provides welcome security should the need arise. 

https://www.nationwidemember.com/content/479634/subpage/3746


   
 

 

• Landlord 
o Communicate regularly with your Landlord. 

▪ Discuss rent abatement options. 
 

Strategic Planning: 
A comprehensive plan for your business is essential.  This pandemic will affect your business.  
Through better preparation and quick positive action, you can minimize the impact on your 
business.  

• The Retail Circle of Success 
• Coronavirus Response What a Retail Business Owner Should Know 
• Business Pandemic COVID-19 Planning Checklist  
• Business Insurance Questions – FAQ’s 

 
 
 
 
 
 
 

Return to Top 
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Marketing Messages 
 

Shop In-Store: 
If you're feeling well and wish to come to our store, we'll be happy to greet you with a warm wave! You 
can be confident we are taking the necessary steps to keep you safe. We are following the safety 
recommendations from the U.S. Centers for Disease Control and Prevention with extra cleaning 
measures inside our store. This includes additional sanitizing of all high-traffic surfaces such as knobs, 
countertops, appliances, and restrooms. 
Our staff has been instructed to stay home if they are feeling ill and we ask that you do the same to keep 
everyone safe. 

STORE HOURS: 
 

Shop Online: 
You are always welcome to shop with us online! We have a huge selection of products for you to look at 
and you can buy many of them right from our website. 
We're happy to help connect you with the right products. As you browse our website, please do not 
hesitate to reach out to us. We'd love to work with you to answer any questions you may have and 
provide our expertise. 
 

Shop Over the Phone: 
We'd be happy to answer any questions you may have over the phone, discuss which products will fit 
your needs, and provide expert advice just as if you were in our store. Give us a call and we will take care 
of you! 

1-222-123-1234 
 

Shop by Email: 
Feel free to email us at name@Store.com any time and one of our expert team members will respond to 
help! 

 
Chat with us online: 
We'd love to chat with you on our website. If you have any questions about products or services 
we provide, start a chat from our website and one of our experts will be there to help you. 
 

Delivery: 
Our delivery team is taking the necessary sanitizing steps during and after each delivery. They are also 
asked to stay home if they are feeling unwell. 
Your health and well-being are important to us and we want you to know that not only will your products 
be delivered with care, but our delivery team will deliver them with the health of you and your family in 
mind. 
During this time, we'd like to respect how you'd like to interact with your delivery team. Please let us know 
if you'd like to have your items delivered: 

• Boxed and left in the driveway 
• Unboxed and left in the driveway 
• Brought inside and installed 

We will provide customized delivery service that includes special precautions specifically designed to 
ensure the safety of your health.  Strict sanitizing policies have been implemented in our store, 
warehouse, trucks and especially for all of our Delivery Staff.  We will offer you the choice of having the 
product dropped off at your home or having the product set in place inside your home.  Throughout we 
will maintain social distancing requirements and will perform multiple disinfecting activities during the 
entire delivery process.  Please share with our staff any questions or concerns you may have. 

 

Return to Top 



   
 

 

Marketing Media 
 
First Priority – Let Customers Know You Are Open for Business! 
 

• Social Media 

o Facebook, Twitter, Google My Business 
▪ Post Your Virus Combating Policies & Procedures 
▪ Post Your Hours 
▪ Post Your Delivery Procedures 
▪ Invite Customers to Call 

 

• Website – Use Prominent Banners for Important Information 
o Share your concerns for Customers, Your Staff & Your Community 

▪ Create Landing Pages for Health and Sanitizing Procedures 
o New Hours of Operation 
o Phone Numbers to Call 
o Provide Inventory Availability 
o Provide Product Pricing & Delivery Pricing 

o Provide New Delivery Options, including Sanitizing Procedures 
o Add Live Chat to Your Website 

▪ Live Chat Best Practices 
o Delivery Time Availability 
o Consumer Financing Apply Online 

 

• E-Mail 
o Customer Appreciation Message – Services Provided 

▪ New Store Hours 
▪ Store Sanitizing Policies 
▪ Online Sales 
▪ Live Chat 
▪ Phone Sales 

o E-Mail Message Template 
 

Second Priority – Develop New Ways to Connect with Customers! 
 

• Develop New Sales Tools 
o Virtual Live Sales Presentations 

▪ Teach Salespeople to Connect with Customers Online and Close Sales. 
▪ Provide a 30-day Satisfaction Guarantee 
▪ Offer a Free Bonus – Be Creative 

• 10 Year Major Component Warranty 

• Free Laundry Detergent or Dishwasher Detergent 
• Coupon for a Free Turkey or Ham 
• Free Flowers with Delivery 

o Online Sales & Demonstration Options 
▪ Facetime 
▪ Zoom 
▪ Google Duo 
▪ Skype 

 
Return to Top 

https://www.nationwidemember.com/content/479634/subpage/3750


   
 

 

Delivery Checklist 
 
Delivery Service Options – Select One & Clearly define it for Customer 

• Drop Off in Driveway, 6 Feet from Door, In Garage 
o Does this apply to some products or all products? 

o Does this apply to some customers or all customers? 
• Deliver and Set-up/Install inside Home with Extra Precautions 

 

Delivery Vehicle 

• Sanitizing 
o Door Handles – Multiple Times Daily 
o Steering Wheel – Multiple Times Daily 
o Truck Cab – Daily  
o Truck Box – Daily  

 

Delivery Staff 
• Wash Hands 

o Arrival at Work 
o Departure for Deliveries 
o Between every Delivery 
o Return from Deliveries 

• Equipment 
o Gloves 

o Footies 
o Masks 
o Coveralls 
o Disinfectant Wipes 
o Liquid Disinfectant 

 

Delivery Procedure 
• Arrival at Delivery Address 

o Discuss Procedure with Customer 
▪ Mention sanitizing that has already been done 
▪ Precautions that have been or will be taken 
▪ Social Distancing 
▪ Sanitizing that will be done during delivery 

▪ Final Disinfecting 
• Product 
• Any item touched 
• Doorknobs 

• Sanitize the product installation or set-up area 
• Install or Set the Product Up 
• Sanitize the Product and all connections 
• Ask the Customer if they are Satisfied or have any concerns 
• Do any final disinfecting 
• Disinfect Hands and Gloves before next Delivery 

 

Return to Top 
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COVID-19 Insurance Frequently Asked Questions 
 

(Note: The answers to these Frequently Asked Questions are general guidelines only. 

No coverage is provided by this FAQ nor does it replace any provision of your policy. 

You should read your policy and review your declarations page for complete 

information on the coverage you are provided.  If there is any discrepancy between the 

policy and this FAQ, the provisions of the policy govern.) 
 

It is very important for business owners to read and understand the terms in their 

specific insurance policies! In some cases, policies may have endorsements that 

directly provide coverage for pandemics but in many cases the polices may not provide 

such coverage. 
 

Q: What does business interruption insurance cover? 
 

A: Generally speaking, business interruption insurance protects businesses against a 
loss of income as a result of disruption to operations when a covered loss or damage 
occurs. Direct physical loss is generally required to trigger coverage. Business 
interruption insurance lists or describes the types of business interruption events that 
trigger coverage. Events that are not listed or described in the policy are typically not 
covered. It is important to review the policy exclusions, coverage limits, applicable 
deductibles and other terms. But keep in mind that business interruption coverage 
typically must be triggered by a direct property loss that leads to the business 
interruption. 
 

Q: If I shut my business down because of something related to COVID-19, do I have 
coverage to replace the lost income? 
 

A: Many commercial insurance policies include business interruption coverage which 
requires direct physical loss in order for the coverage to trigger. For example, if your 
business suffers a covered loss from a fire or storm shutting the business down for a 
period of time, coverage may be triggered. Coverage may be available under your 
policy if you have purchased ‘non-damage business interruption insurance’ where a 
direct physical loss is not required to trigger the coverage, but this option requires 
substantial underwriting, carries additional premium and is not often purchased. 
Typically, a loss caused by a virus like COVID-19 does not trigger business interruption 
coverage. Contact your agent, broker or insurer if you have questions about coverage 
under your policy. 
 

 

Q: If the government orders my business to close, do I have coverage to replace lost 

income? 
 

A: In the case of COVID-19, without direct physical loss to property and with many 

policies excluding viruses, coverage would likely not be triggered. Many policies include 



   
 

 

coverage for “interruption by civil or military authority.” But this coverage triggers only 

when the reason for the interruption is from a covered peril in the policy. For example, 

if a severe storm damages a large area and authorities close off access to the area, 

coverage may be triggered because the underlying cause was a covered peril. 
 

Q: With bars and restaurant dining rooms closing, we are delivering food to people’s 

homes.  Do I have coverage on my personal auto policy? 
 

A: A standard personal auto insurance policy does not cover the use of a personal 

vehicle for business purposes. You should contact your agent or company to discuss 

your coverages and whether any changes are required. 
 

Q: If I get COVID-19 at work, will my workers compensation coverage pay my medical 

bills and time off from work? 
 

A: When determining if coverage applies, two factors must be met. 1.) If the employee 

caught the virus while at work, and 2.) the employment increased the risk of and 

proximately caused the employee to catch the virus. Most state laws distinguish 

between ‘ordinary diseases of life’ and ‘occupational’ diseases. For almost all 

affected employees, they will have caught the virus as an ‘ordinary disease of life’ 

which is not compensable under workers compensation. Some health care workers 

and others might be able to argue that their close proximity to sick individuals 

increased the risk of catching the virus, in which case coverage may be triggered. 
 

Q: We had an event planned that has now been cancelled.  Is there a way to recoup my 
money? 

 

A: There might be! If you bought event cancellation insurance for your event, and the 

event had to be cancelled because of forces outside your control, you may have 

coverage. Many of these policies specifically include disease outbreaks as a covered 

peril. It is important to read the policy carefully and contact the insurer with any 

questions. 

 
 

Q: I do not have any policy that says it is a business interruption policy – is it possible that 

I have coverage under another type of policy? 
 

A: It is possible to have business interruption coverage under another type of 

insurance policy. For example, there may be available coverage in policies that 

cover perils arising out of actions by civil authorities or interruption of your supply 

chain. Business interruption coverage may also be part of a package of multiple 

coverages that have been combined or are contained in a Special Multi-Peril or 

Business Owners Policy. Again, keep in mind that business interruption coverage 

typically must be triggered by a direct property loss that leads to the business 

interruption. You should contact your agent, broker or insurer for an explanation of 



   
 

 

related coverage in other types of policies you hold. 
 

Q: How does my business interruption insurance policy treat COVID-19? 
 

A: Most business interruption policies exclude viruses like COVID-19. Again, keep in 

mind that business interruption coverage typically must be triggered by a direct 

property loss that leads to the business interruption. Check your policy language for 

these exclusions and triggers. 
 

Q: If I do not have an existing business insurance policy that covers COVID-19, can I buy 
one? 

 

A: Insurers typically do not write coverage for known events for which the extent of 

potential damage is not easily understood. Despite this, it may be possible to 

insure specialty risks such as business interruption due to COVID-19 in the Excess 

and Surplus Lines market. There is much less regulatory protection for consumers in 

that market and the cost may be quite high. You should discuss any potential 

purchase in the Excess Lines market with your broker or insurance consultant. 

 

Courtesy of Insurance Federation of Minnesota 
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E-Mail Message Template 
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