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A family in good times,

as well as in times of extraordinary challenges!

 We will get through this together. The British people 

may be worried but they are not daunted. We will rise to 

the challenge. People will return to work, supply chains will 

return to normal, life will return to normal. 

The current chancellor of the ex-chequer - Rishi Sunak 
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Please use the contents of this pack to help you inform your ideas in 
navigating the COVID-19 challenge. It is purely to help in any decisions 
you are making for yourself, your teams and your business.

Please excuse any spelling errors, typos, etc as the purpose of this 
has been more about getting information out quickly rather than word 
perfect or aesthetically appealing.

No endorsements are made or liability accepted and any information 
or resources used are all at your discretion. HG accept no liability for 
the accuracy of the information. you will have to form their own views 
however this should help you in some meaningful way. If you already 
have all these bases covered then thats great. If you feel there is 
something else that we havent covered please feel free to send over 
and help us too....we dont have all the answers and always happy to 
recieve help   

Any data held will be destroyed once we are over this challenging 
period and the strrongertogetheroptics website will be taken down.

Some of the resources may have pages and references missing. This is 
because there hasn’t been any time to rewrite content for this website 
and format specifically. Some of it has been directly lifted from internal 
resources at Hakim Group and from materials provided by other 
stakeholders who have kindly contributed. The content should still be 
meaningful and of value, although may need adapting for individual 
practices. Any commercially or legally sensitive content has been 
removed to the best of our knowledge.

If you don’t find what you are looking for and have a specific question 
then please email lukewren@hakimgroup.co.uk.

You can also join in the conversation on the forum kindly setup by 
Trevor Rowley at Optix.

Please use responsibly and may you find some value in the contents.

We hope you find useful information to help you as you formulate your 
Covid-19 strategy Thank you to everyone who contributes any content 
for the greater good of the industry over the coming weeks.

Best Wishes to all of you and your families,

Hakim Group

#strongerTOGETHER
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Fellow sharks,

 

Firstly, My best wishes, thoughts and prayers to all of you 

and your loved ones during these challenging times. We 

always talk about family at HG, and I want you all to know 

that we are a family, not just when times are good, but also 

when times are challenging. This spirit of community and 

friendship that we have built over the years, combined with 

the tenacity and can-do attitude of our people, will ensure 

we carry each other through these choppy waters! It is 

expected that many of us will be concerned for our nearest 

and dearest and I want you all to know that this will always 

come first. Of course, our Sharks also have a financial 

responsibility that needs careful consideration, and we have 

been doing some considerable work in the background 

to co-ordinate a cohesive plan comprising of the different 

actions we will be working through over the coming days 

and weeks.

 

I have had a handful of conversations already with specific 

practices, however, it is clear that many of you have the 

same questions, so we have spent the past week pulling 

together our COVID-19 strategy document so that all the 

guidance and support material as well as ongoing actions 

required can all live in one place. This will be updated daily 

and we will be sending out clearly marked documents for 

everyone to stay abreast of the latest thinking.

 

There are many sources of information and even more 

opinions on what the correct course of action should be 

in relation to the management of the coronavirus. We 

have taken the view after consulting with our insurers, that 

we will follow the guidance from Public Health England, 

NHS England and our regulatory bodies as things evolve. 

Rest assured that we will not put the health of our staff 

and patients at risk. All precautions must be followed. A 

total closure will only happen as a last resort if enforced 

by government, advised by NHS England or dictated 

by circumstances, ie significant outbreak in a particular 

location.

 

We are following government guidance daily. Please check 

the government website to get up to date information on 

self-isolation protocol. This is changing frequently, so it is 

important to check regularly through. https://www.gov.uk/

government/publications/covid-19-stay-at-home-guidance

Until the start of this week our practices hadn’t seen 

any material impact. Practices are still reporting good 

sales, but they are now also dealing with the increasing 

risks and concern in their local community as well as the 

practice team. The FTA rate has been a lot higher since the 

announcement of social distancing measures and as social 

distancing strategies play out, the appointment bookings 

will inevitably slow down.  It is likely our practices will be 

impacted to some degree, but we expect any weaker 

trading in the short term to catch up in the months that 

follow.

 

Possible Scenarios
 

This is a fluid situation and so our forecasts will be 

changing by the day. We will keep you updated as we 

see any noticeable changes from the current outlook. Our 

strategy will be to plan for the worst and work for the 

best. At present, we are preparing for a softer Q2 for sales. 

This makes it even more important for us to tighten our 

belts and maximise every opportunity so that we minimise 

the impact on our cashflow. If we follow the peak and tail 

off timeline from China, then we are expecting a bounce 

back in Q3. We are also expecting (hoping!) that there 

will have to be some widespread economic interventions 

from government to support people personally as well as 

business at large. The longer we can maintain a meaningful 

level of sales, the more runway we will have to trade 

through this.

 

ACTION PLAN
COVID-19 STRATEGY

V2.0 - March 2020

#strongerTOGETHER



5

We made the decision to take a few precautionary steps 

early to help protect you, as well as to slow the spread 

around our business. We have tried not to over-react and 

to retain business as usual for as long as possible, in order 

to mitigate any disruption for staff and for customers. It is 

now time to communicate our approach to working through 

the next few weeks which is likely to be a disruptive period 

involving closures in certain instances. Rest assured that 

your practice buddies as well as the teams at HQ will be 

working round the clock to ensure we leave nothing on the 

table in tackling this. Our phones will be on 24/7 to ensure 

someone is always at hand and you are never left without 

support.

 

I have grouped together some of the measures that have 

already been taken or will be taken shortly and who the lead 

will be for each. Further detail around these and related 

actions will be provided in other parts of this document.

 

Events
 

Any questions on this should be directed to juliegooden@

hakimgroup.co.uk

 

All HG FishTanks as well as group events for more than 25 

people are postponed until further notice to help with the 

governments social distancing program.

 

For any other external CET events, you should contact the 

provider directly.

 

Home Working

Any questions on this should be directed to shafiq@

hakimgroup.co.uk

 

 

HGHQ has had a full evaluation of each department to 

ensure that, in the event of an evacuation at HQ, we will 

have continuity of support for all our practices. We will 

all still be available to assist you, but will be trying to do 

so remotely where possible. Further details and contact 

information will be provided in the Covid-19 strategy 

document. As I write this, we are now moving to a partial 

remote working arrangement for the team at HQ, however, 

everyone will still be working from home.

Recruitment & HR
 

Any questions on this should be directed to shafiq@

hakimgroup.co.uk

 

 

We will be minimising any extra head count for now (except 

for critical situations) and replacements will be judged on 

a case by case basis. There is nothing to stop discussions 

continuing in the background whilst things return to normal.

Financial
 

Any questions on this should be directed to;

 

• suaib@hakimgroup.co.uk – general finance queries and 

managing existing loan commitments

• muzza@hakimgroup.co.uk – rents/rates related queries

• paulforsythe@hakimgroup.co.uk – supplier payment 

queries

• shafiq@hakimgroup.co.uk – payroll queries

 

The main challenge from this disruption (for all businesses 

not just ours) will be cash flow management. It is critical 

that we are frugal with our resources in the run up to 

any impact. So we are not going to be planning any new 

capex at present (both at HQ and at practice level) and 

would ask that you review any purchases on a ‘can’t do 

without’ basis. This is until we get back to normality. Of 

course, exceptions should be made for business-critical 

replacement capex. Please speak with Imran or Suaib 

should you feel something falls into this category of capex. 

We are hoping that this will not be for long, but believe it 

is a vital step now to enable us to prioritise support of our 

people, for example through measures such as sick pay, as 

the situation evolves.

  

As a general rule, all our practices should consider stopping 

all ‘non - essential’ spending for now. If you are not sure 

if you should go ahead with something, please contact 

Imran or Suaib. This is because there is a chance that our 

V2.0 - March 2020
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practice income will be impacted due to customer illness, 

and general consumer confidence, which then could lead 

to reduced spending. Whilst this has not been seen yet, it 

is still early days and by taking these proactive steps now, 

it is the best way to ensure we can support the business 

through a potentially more challenging period. I have no 

doubt this will be a short term measure.

 

Be as frugal as possible and minimise stock purchases 

from suppliers only on an absolute ‘cant do without’ 

basis for the time being. Until then, sell through stock and 

maintain a lower stock profile / value in the practice as part 

of our short term business contingency planning. Cash 

in the bank (rather than stock on the shelves and in the 

cupboards) will give us more options if there are measures 

we need to take to support our team members through any 

period of illness.

 

As things evolve, we will seek to manage our cash flow 

in relation to supplier payments.. We are also in regular 

contact with suppliers whilst closely monitoring any supply 

chain impact and any short-mid term challenges. We have 

emailed all suppliers and told them that they should expect 

lower volumes in Q2 and increased volumes in Q3. We have 

also requested longer payment terms from all suppliers.

 

It is very important that everyone keeps an eye on the 

diary and, whilst we don’t want any knee jerk reactions,  

if appointment book efficiency drops then manage your 

Locum staff to minimise your ‘labour to sales’ cost. Having 

a quiet diary and being over staffed will be the fastest way 

to compound any negative impact. Our people/payroll 

strategy will need careful management and Shafiq is 

providing a detailed document on how we will manage this 

to minimise the labour cost during Q2. There will inevitably 

be local variation, however, this will enable everyone to 

understand the direction of travel with our approach.

 

Anything you can avoid spending money on for the time 

being, whilst the world gets back to normal will prove 

extremely prudent should matters worsen

Government Support
 

Any questions on this should be directed to suaib@

hakimgroup.co.uk – government financial support

 

• All those advised to self-isolate will be entitled to 

statutory sick pay, even if they have not presented with 

symptoms

• Self-employed workers who are not eligible will be able 

to claim contributory Employment Support Allowance

• The ESA benefit will be available from day one, not after 

a week as now

• Businesses will be refunded for sick pay payments for 

two weeks

• Small businesses will be able to access “business 

interruption” loans of up to £1.2m

• Business rates will be for the next 12 months. Business 

will a rateable value below £51,000 will get a £21,000

• System of High Street business rates to be reviewed 

later this year

• Businesses eligible for small business rates relief 

already will get an additional £10,000 cash grant

• the HMRC will be scaling up the Time To Pay service to 

allow businesses and the self-employed can defer tax 

payments over an agreed period of time

 

The details behind these headlines will become clear 

over the coming days and we will be providing further 

information (and related actions) as this becomes available. 

As this is contantly changing please speak with Suaib to 

see the latest position.

Additional Support
 

Rest assured, we are looking at additional support 

measures that can be established over the next fortnight 

to help our practices and people and will provide further 

information in due course.

 

If you do have any concerns that are not fully answered 

in this document, please contact one of us at HQ. Please 

email imran@hakimgroup.co.uk directly or Nicklowe@

hakimgroup.co.uk with any questions. More to follow as we 

work on the planning in the background.

 

 

V2.0 - March 2020



7

We have formed a team with specific roles assigned, 

to be contacted for expediency, if any practices need 

support or have questions.

Sharks

As Sharks, you will be at the forefront and will need to 

provide your teams locally with leadership, empathy, 

positivity, tenacity, determination, hope, agility - I think 

you get the general message .

 

• Imran - Overall strategy

imran@hakimgroup.co.uk

• Shaf - HR, recruitment and payroll

shafiq@hakimgroup.co.uk

• Nick - Ongoing comms, guidance and strategy 

updates

nicklowe@hakimgroup.co.uk 

• Muzza - Occupancy and external cost management

muzza@hakimgroup.co.uk 

• Suaib and Munir - Finance, cashflow management, 

accessing small business loans and time to pay 

schemes inc loan repayment with existing funders

suaib@hakimgroup.co.uk or munir@hakimgroup.

co.uk

• Paul and Angela - Supply chain, stock 

management and payment terms

paulforsythe@hakimgroup.co.uk or

angela@hakimgroup.co.uk

• Ijaz - Financial Modelling, performance tracker

Ijaz@hakimgroup.co.uk

ACTION PLAN
HG COVID-19 TASKFORCE

V2.0 - March 2020

#strongerTOGETHER

As NHS England and .GOV provide updates we will 

continue to feed these through to our practices and update 

our websites as well as messaging on our IPTV’s.
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This is an information document which has been created 

for reference only. It is not the final strategy but outlines 

our direction of thought at the first week of March. 

As this is a fluid situation and as new information becomes 

available, we will continue to share an updated version of all 

documentation. 

To provide further guidance, any conversations that you are 

having locally with your team members must be recorded 

and documented and sent to HR@hakimgroup.co.uk 

HG Four Stage Strategy

The aim of this is to highlight the different measures that 

may be taken.  This will vary by location and individual 

circumstances and its critical to do the right thing at the 

right time. 

• Stage 1 - As per government guidelines, business as 

normal, we continue as we are as far and as long as 

possible. 

• Stage 2 - If there is a national shut down, dependent on 

government guidelines we may request team members 

to reduce working hours, or use annual or unpaid leave 

(expecting this to be over the next few days)

• Stage 3 - If business does not return to normal, we may 

consider layoff.

• Stage 4 - If the economy does not return to normality 

then we could consider redundancy in extreme survival 

mode. We are not expecting to get to this stage.

At each stage of the strategy HG HR will be available to 

provide support for any consultations which will allow

For any decisions from stage 2 onwards must be 

considered carefully with your practice buddy, HR and 

Imran.

Sharks to have the relevant conversations with team 

members with the applicable HR documentation which will 

provided in due course.

Stage 1 Business as usual

Inform Employees of Current Situation

Reduce Working Hours
Stage 2

Shortime Working

Unpaid Leave 

Stage 3 Layoffs

Stage 4 Redundancy

Further Guidance

Workplace Hygiene

As a business we must take steps to ensure that there is 

good hygiene in the workplace (based on the facts and 

science of the pandemic itself) and that working practices 

do not pose undue risks to our team members. Actions 

could include:

People Strategy
Information for Sharks

V2.0 - March 2020

#strongerTOGETHER
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This is an information document which has been created 

for reference only. It is not the final strategy but outlines 
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As this is a fluid situation and as new information becomes 
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documentation. 
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may be taken.  This will vary by location and individual 
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right time. 

• Stage 1 - As per government guidelines, business as 

normal, we continue as we are as far and as long as 

possible. 

• Stage 2 - If there is a national shut down, dependent on 

government guidelines we may request team members 

to reduce working hours, or use annual or unpaid leave 

(expecting this to be over the next few days)

• Stage 3 - If business does not return to normal, we may 
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• Stage 4 - If the economy does not return to normality 

then we could consider redundancy in extreme survival 

mode. We are not expecting to get to this stage.

At each stage of the strategy HG HR will be available to 

provide support for any consultations which will allow

For any decisions from stage 2 onwards must be 

considered carefully with your practice buddy, HR and 

Imran.

Sharks to have the relevant conversations with team 

members with the applicable HR documentation which will 

provided in due course.

Stage 1 Business as usual

Inform Employees of Current Situation

Reduce Working Hours
Stage 2

Shortime Working

Unpaid Leave 

Stage 3 Layoffs

Stage 4 Redundancy

Further Guidance

Workplace Hygiene

As a business we must take steps to ensure that there is 

good hygiene in the workplace (based on the facts and 

science of the pandemic itself) and that working practices 

do not pose undue risks to our team members. Actions 

could include:

People Strategy
Information for Sharks

V2.0 - March 2020

#strongerTOGETHER •  Reviewing systems of hygiene to ensure that we provide 

appropriate protection

•  Increasing the cleaning of hard surfaces, particularly 

phones and door handles

Most of my team must self-isolate what must I do?

Please continue to remain open and trade if you are able 

to do so, whilst triaging routine patients to come in at a 

later date. Only essential and emergency appointments to 

be seen for now. Full details of what is covered by these 

definitions will be provided as soon as available. In the 

event that you have to close the practice, then follow the 

Emergency Action Plan - Practice contingency (Found in 

‘Other support documents.’)

In the event of a full country lockdown, must I pay my 

employees?

If your practice is forced to close and your team members 

are unable to continue working due to a practice closure 

or lock down, then you will need to follow the Emergency 

Action Plan - Practice Contingency support pack. In line 

with the contingency plan, your first contact should be your 

practice buddy, otherwise contact Shafiq, Imran and Nick 

regarding ongoing team members pay arrangements. We 

may need to enforce lay-offs (please see point below)

My staff member must care for a dependent or 

someone that is vulnerable?

Team members are entitled to time off work to help 

someone who depends on them (a ‘dependent’) in an 

unexpected event or emergency. This would apply to 

situations relating to the COVID-19 virus .

We can remind staff of parental leave entitlements / 

time-off for dependants, as parents may take this up in 

when the schools do close, or their children become unwell.

My team member has refused to come into work.

A team member might feel they do not want to go to work if 

they’re afraid of catching coronavirus. Under the guidance 

of ACAS there is no statutory right to pay for this time taken 

as absence. 

The amount of time a team member takes to look after 

someone must be reasonable for the situation. We will look 

to extend this as every practice is different, we will review 

on an individual practice basis. 

My team member is feeling unwell but refuses to take 

sick leave due to reduced rate of SSP?

In this situation the latest guidance from Public Health 

England is to self-isolate for 7 to 14 days and normal SSP 

policy will have to apply. 

How do we claim back SSP?

The government is due to release guidelines to employers 

on how to claim back SSP. If HG HQ manage the practice 

payroll then we will process a claim on behalf of your 

practice.  All absences must be recorded on People HR.

Can I enforce holiday leave?

Employers do have the right to tell employees and workers 

when to take holiday if they need to. 

For example, if decided to shut the practice for a week we 

can request for everyone to use their holiday entitlement, 

to do this, ideally we must tell staff at least twice as many 

days before as the amount of days they need people to 

take.

For example, if we want to close for 5 days, they we should 

aim to tell everyone at least 10 days before.

However, if we have to close a practice then this may be a 

reactive decision so notice can’t always be provided.

Recruitment

As of immediate affect all recruitment activity is on hold. 

We will review recruitment requirements on a case by case 

basis, if you have urgent recruitment requirements please 

contact shafiq@hakimgroup.co.uk.  

Statutory Guarantee Payments (SGP)

 Employee’s may be entitled to SGP on up to 5 “workless” 

days in a three-month period.  A “workless day” is a day 

during any part of which the employee would normally 

work, but they cannot because:

a There is a reduction in the requirements of the business 

for work of the kind which they are employed to do; or 

b There is any other occurrence which effects the normal 

V2.0 - March 2020
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working hours of the business in relation to this type of 

work. 

In order to qualify for SGP, the employee must:

•  Have at least one month’s continuous employment 

•  Reasonably make sure they are available for work 

•  Not refuse any reasonable alternative work 

•  Not be laid off due to industrial action 

 

Any statutory guarantee payments would need to be 

claimed directly from the government. Details of this can be 

found on the GOV.uk website: https://www.gov.uk/lay-offs-

short-timeworking

What financial support is available? 

We will always try to look after our people as they are our 

most important asset and we will support wherever we 

are able to do so. We have however seen the government 

introduce measures of support during this pandemic and 

we are expecting further support to be announced in short 

order: 

•  lower interest rates to 0.25% 

•  SSP available from Day 1 of sickness absence

•  Statutory Guarantee Payments - SGP

•  Employment Support Allowance - ESA 

•  Lenders offering up to three months mortgage payment 

relief 

As further announcements come through we will update 

this accordingly. We have an employee wellbing section in 

this document. 

When can you lay-off team members? 

You do not have the automatic right to lay-off team 

members, and in order to do so there must be an 

express-contractual right.  The contract should also make it 

clear that during any period of lay-offs they will not receive 

their normal pay.

If the contract does not give you the right to lay-off, then 

any proposal to lay-off would be subject to consultation 

and will require the team member’s agreement.  Given the 

current circumstances, it is likely that team members would 

be more amenable to accepting this as an option to try 

to avoid redundancies where possible. We are expecting 

legistration to be relaxed here so that employers are able to 

make the necessary decision without consultation.

This option may be used in the event of a long term 

practice closure or in the event of a lock down. Again, we 

must reiterate that there is a specific process to follow and 

advice and agreement must be sought in advance from HR 

before any conversations take place. 

This is a strict test and one which you must be confident 

you can satisfy before relying on an implied term to lay-off. 

What does it mean to lay-off a team member? 

Broadly speaking, laying off team members means that 

we will not be providing our employees with any work and 

no pay for a reasonable period, whilst retaining them as 

employees (thus still accruing holidays and preserving their 

continuous service).  

This is an alternative to dismissal and a temporary way of 

dealing with an unexpected downturn in business, which in 

this case would not have been foreseeable.  

Right to claim redundancy pay 

It is important to note that team members should not be 

laid off for longer than necessary, as they may otherwise 

consider this as ‘redundancy’ and be eligible for a 

redundancy payment.  

In this regard, provided a team member has two years’ 

service, if they are laid off for four or more consecutive 

weeks OR six weeks in any 13-week period, they have a 

right to terminate their employment and claim a statutory 

redundancy payment. Once again, we are expecting 

this legislation to be updated for these exceptional 

circumstances.

 

SHORT-TIME WORKING 

Short-time working is like laying-off but allows us to provide 

employees with less work and less pay for a period whilst 

retaining them as an employee.   

An employee may still be entitled to SGP (as outlined 

above) during any part of which the employee would 

normally be required to work in accordance with their 

contract, but they are not provided with work for the 

reasons outlined under SGP above. 

The right to claim redundancy pay also arises for short-time 

working and can also be made up of a mixture of short-time 

V2.0 - March 2020
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working and lay-offs, as outlined above.

Reduced Hours

For some practices there may be significant levels of team 

members which may mean implementing the following plan:

Instead of laying-off employees, place them on a rotation 

system i.e.  a practice with 8 employees split into Team A 

& B

• Team A: working as usual for a week and then rotate 

with Team B

• Team B: are on-call/laid off for a week and then rotate 

with Team A

Unpaid leave

In terms of unpaid leave, under current legislation we would 

need to seek the team member’s agreement to a period of 

unpaid leave. This cannot be forced upon them and this 

is consultative decision.  If there did come a point where 

unpaid leave has to be forced due to closures etc. the risks 

are:

1  Accept the breach and treat the contract as continuing, 

while claiming statutory guarantee payment (see below);

2  Sue for damages for breach of contract in the Civil 

Courts or Employment Tribunal (the remedy for which 

would put them back in the position as if the breach had 

not occurred);

3  Bring a claim in the Employment Tribunal for 

constructive unfair dismissal giving rise to the basic 

award (equivalent of redundancy) and compensation.

 

As we have already said, the Government is likely to keep 

this situation under review and may perhaps introduce 

emergency legislation to tackle the risks, as many 

businesses are being forced to close due to significant 

financial implications. As such, we may have no choice but 

to impose unpaid leave as a measure to survive the coming 

weeks/months.

In some form we will commit as a business to reimburse 

employees who have been placed on unpaid leave once 

the business returns to normal. What this will look like is 

currently unknown but is being developed as government 

support becomes clearer. Since writing this document 

the government has introduced a scheme for employees 

to furlough employees and support 80% of their income. 

Please see seperate guidance on this.

Who is entitled to SSP?

To be eligible for SSP they must earn at least £118.00 per 

week and have started working for you. There are no upper 

or lower age limits for SSP

When should I reduce hours and make hour cuts with in 

my team?

Although in the people strategy, this shouldn’t be the first 

option to take for reducing running costs. If the situation 

worsens, we will release further guides for this process and 

how to manage it. Should you feel your practice needs to 

take this measure now then please speak to your practice 

buddy, Imran Hakim, Shafiq Ahmed, Nick Lowe 

My team member has now self-isolated with symptoms 

but has worked in practice recently. What do I need to 

do?

Follow the current guidelines that self-isolation is only 

necessary should you or a member of your household 

start to show symptoms. Should a team member become 

symptomatic after being in practice then ensure a full clean 

down is conducted.

A member of my team is vulnerable, is their 

self-isolation unpaid?

The guidance from the government is that any team 

member who is classed as vulnerable should self-isolate 

for 12 weeks. If the team member has been instructed by a 

medical professional that they should self-isolate then they 

are entitled to SSP. 

A member of my team is pregnant, what are their 

options?

The government has advised that pregnant women should 

self-isolate for 12 weeks. If they do self-isolate then this 

is paid at SSP rate. As an alternative, they can take any 

holidays or even start SMP early. 

V2.0 - March 2020



12

Team member, Shark, Fish and 
department head guidance: 
COVID - 19 Coronavirus 

As part of our plan on business continuity, we would like to 

provide some reassurance by sharing a document which 

covers a number of different questions regarding COVID-19 

and will support all team members across the group. 

Your health and wellbeing are a priority to us, and this guide 

has been created to keep you up to date with everything 

going on around the group and to keep our team members 

at practice, HQ and our patients safe. Our approach follows 

government guidance, and as these change, this document 

will be updated. If you are in any doubt as to whether you 

are working to the most recent guidance, please contact 

the following:

Nick Lowe: nicklowe@hakimgroup.co.uk 

Imran Hakim: imran@hakimgroup.co.uk

Shafiq Ahmed: shafiq@hakimgroup.co.uk

The latest government guidance in posted on the GOV.uk 

website on: 

https://www.gov.uk/government/publications/covid-19-

stay-at-home-guidance#ending-isolation

The departments at HGHQ will be working hard to support 

you during this time and thank you in advance of your 

patience and support.

If you are contacted by a member of your team and they 

have been diagnosed with Coronavirus or advised to 

self-isolate, please follow the below process: 

As soon as a department head / Shark or Fish receives 

notice from a team member, all cases of self-isolation and/

or diagnosis of coronavirus must be recorded on People 

HR as a sickness / absence.  If there is any further guidance 

needed on People HR, then please contact the HR team on 

hr@hakimgroup.co.uk  If a copy of  a sicknote is available 

then please upload this to People HR by either the Fish / 

Shark or department head 

1.  Understanding Coronavirus.

1.1 What is coronavirus, and should I be concerned?  

• A coronavirus is a type of virus. As a group, 

coronaviruses are common across the world

• Typical symptoms of coronavirus include fever and 

a cough that may progress to a severe pneumonia 

causing shortness of breath and breathing difficulties

• Generally, coronavirus can cause more severe 

symptoms in people with weakened immune systems, 

older people, and those with long term conditions like 

diabetes, cancer and chronic lung disease

• Wuhan COVID-19 is a new strain of coronavirus first 

identified in Wuhan City, China

1.2 What do I do if I feel unwell? 

• The government’s guidance on what to do if you have 

symptoms of the virus has changed, and is changing 

constantly. If you have a new continuous cough or a 

high temperature, then the guidance is now that you 

should stay at home and self-isolate for seven days. We 

will support all of our team members with this change 

and should you need to remain at home, you will be 

paid statutory sick pay (SSP) as per the government 

guidelines, or the sick pay policy will apply.

 

PEOPLE STRATEGY
Business continuity 
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guidelines, or the sick pay policy will apply.

 

PEOPLE STRATEGY
Business continuity 

V2.0 - March 2020

#strongerTOGETHER 2. How do we operate practices and HGHQ now? 

2.1- Operating at HGHQ: 

• If you have a face to face meeting in your calendar, 

please stop to consider if it is really needed, or if you 

could hold a Skype or conference call instead.

• All colleagues, who could work remotely if needed, 

should take their laptops and chargers home every 

evening and ensure they are able to access all systems 

and applications required to do their job remotely. 

2.2- Operating in our practices: 

• Follow the latest guidelines from the NHS – Primary 

Care Optical settings.  This document will be 

updated by the NHS directly as new information 

arises https://www.england.nhs.uk/wp-content/

uploads/2020/02/20200305-COVID-19-PRIMARY-

CARE-SOP-OPTICAL-PUBLICATION-V1.1.pdf

2.3- What if I am pregnant?

 

The government has issued five points that people in  

at-risk groups such as the over-70s, those with underlying 

conditions, and pregnant women should follow “as much as 

you can”:

• Avoid contact with someone who is displaying 

symptoms of coronavirus. These symptoms include 

high temperature and/or new and continuous cough;

• Avoid non-essential use of public transport, varying 

your travel times to avoid rush hour, when possible. 

Work from home, where possible. Your employer 

should support you to do this

• Avoid large gatherings, and gatherings in smaller public 

spaces such as pubs, cinemas, restaurants, theatres, 

bars and clubs

• Avoid gatherings with friends and family. Keep in touch 

using remote technology such as phone, internet, and 

social media

• Use telephone or online services to contact your GP or 

other essential services

3. Managing your team

3.1 Now is the time for you all to speak in your teams 

about any underlying health conditions they may have or 

carer responsibility for dependents with underlying health 

conditions.

Please approach these conversations carefully and try to 

offer reasonable adjustments as needed. This could include 

changing shifts/working hours to travel to and from, drive 

or lift share to work and avoid public transport.  For further 

advice, please contact the HR team on 

HR@hakimgroup.co.uk

3.2 What is an underlying health condition relevant to 

Coronavirus?

The following have been identified as underlying health 

conditions relevant to Coronavirus: Asthma; Bronchitis; 

Pneumonia, Emphysema; Pleurisy; Cystic Fibrosis; Chronic

Obstructive Pulmonary Disease (COPD); Heart Disease; or 

Diabetes and supressed immune system.

3.3 What is self-isolation? 

If you live alone and you have symptoms of coronavirus 

illness (COVID-19), however mild, stay at home for 7 days 

from when your symptoms started. If you live with others 

and you or one of them have symptoms of coronavirus, 

then all household members must stay at home and not 

leave the house for 14 days. The 14-day period starts 

from the day when the first person in the house became 

ill. Any team member that needs to self-isolate must act 

responsibly by: 

• Staying at home; 

• Not attending work, or being in any public place; 

• Not using public transport until told it is safe to do so; 

and 

• Avoiding any visitors visiting their home. 

If you feel you cannot cope with your symptoms at home, 

or your condition gets worse, or your symptoms do not 

get better after 7 days, then use the NHS 111 online 

coronavirus service. If you do not have internet access, call 

NHS 111. For a medical emergency dial 999.

Isle of Man (IOM) and Republic of Ireland (ROI) details:

V2.0 - March 2020
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IOM 

• Please note that the NHS 111 Telephone Service does 

NOT operate on the Isle of Man. 

• Testing for COVID-19 is carried out by a UK specialist 

laboratory. The local testing service is available Sunday 

to Friday inclusive and to time in with the transport 

links to the UK specialist laboratory.

• The increase in demand on the UK laboratories has 

increased the time it takes to receive confirmed results 

from the standard 48 hours. 

https://www.gov.im/coronavirus 

ROI 

• Do not go to your GP or ED. Phone them first. Tell 

them about your symptoms. Give them the details 

about your situation. Avoid contact with other people 

by self-isolating. 

• If you do not have a GP, phone 112 or 999. 

https://www2.hse.ie/conditions/coronavirus/coronavirus.

html 

3.5 If a team member has gone on holiday and, during that 

time, has been placed in quarantine or had to self-isolate 

whilst abroad, can they reschedule their annual leave?

 

We need to support all team members to act responsibly 

at all times. We will look at this on a case by case basis. 

Please contact the HR team on 01254 708422 and speak 

to Shafiq Ahmed

3.6 If a team members child/dependent’s school has been 

closed in response to COVID-19 risk, can they take time off 

to provide care? 

We should support should support team members to take 

a period of either paid holiday or emergency unpaid leave, 

as they choose, to care for a dependent in the event of a 

school / nursery closure. 

3.7 If a team members child/dependent has been told they 

have been in contact with someone who has travelled from 

a high-risk area/been diagnosed with COVID-19 and they 

need to self-isolate how can they take leave to provide 

care? 

Team members should follow normal absence reporting 

procedures and we should support colleagues to take 

a period of leave to care for a dependent who has been 

advised by NHS 111 or area equivalent (ROI, IOM, 

Scotland, NI) to self-isolate. Team members should discuss 

the individual circumstances with their HR. Any period of 

absence where the team member needs time off to care for 

a dependent advised to self-isolate would not normally be 

taken into consideration when looking at absence levels. 

3.8 What happens if a team member becomes unwell 

during self-isolation? 

Team members should follow the normal absence reporting 

guidelines. Any team members who reports the worsening, 

or onset, of symptoms during the daily check-in call should 

be advised to seek medical advice as soon as possible by 

calling NHS 111 or area equivalent (ROI, IOM, Scotland, NI). 

Please do not try to diagnose or solve this yourselves it is 

for medical professionals to do so. 

3.9 Do team members require a doctor’s note for a period 

of self-isolation? 

Under normal circumstances absences up to 7 days can be 

self-certified. If a team member has been medically advised 

by NHS 111 or area equivalent (ROI, IOM, Scotland, NI) to 

self-isolate the recommended period of self-isolation is 7 

days and team members will not be required to produce a 

doctor’s note for this period. Should the period of self-

isolation go on beyond 7 days, please seek advice from 

the HR team and a doctor’s note should be obtained if 

required/possible. 

3.10 Can team members refuse to come into work due to 

concern around catching COVID-19? 

We understand that team members may become 

increasingly concerned given the amount of media 

coverage at the moment, and if we see a rise in diagnosed 

cases in the UK. Please be assured the safety and well-

being of our team members is our top priority. 

Unless you show stymptoms of the virus as per government 

guidance, or recommendation from  NHS 111 or area 

equivalent (ROI, IOM, Scotland, NI) has advised the team 

member to self-isolate, team members should attend work 

as normal. We will always seek to understand the team 

members concerns and contact the HR team for advice.

V2.0 - March 2020



15

Please consider in some cases team members may have 

underlying health conditions they haven’t or don’t want to 

declare. 

3.11 What are the rules on absence/leave if a team member 

is diagnosed with COVID-19? 

Any team member who has been diagnosed with COVID-19 

should follow normal absence reporting procedures. Any 

period of illness due to COVID-19 would not normally be 

taken into account when considering absence levels. 

3.12 How do I report an absence?  

Please follow normal absence reporting procedures and 

add the absence as a record into People HR.

4. Personal Hygiene 

1 Can team members at practice and HGHQ carry 

personal hand gels/sanitisers? 

• Yes – team members across the group can carry hand 

gels/sanitisers. There are also hand sanitisers place in 

each of the office area at HGHQ

2 Should I wear a face mask?

• While surgical face masks may stop people touching 

their mouth, they do not stop breathing in the virus, nor 

the virus entering the eyes. They also will catch some 

of the droplets that are coughed and sneezed out

3 What can I do to protect myself?

• Avoid potential exposure. Practice good hygiene 

measures and safe food practices

• Keep some distance from people who are obviously 

sick

• Maintain good personal hygiene. Wash your hands 

frequently. Carry hand sanitiser for use when soap and 

water are not readily available. Avoid touching your 

face

• Do not travel if you are sick. Note that some locations 

have implemented screening, and travellers may face 

• quarantine and testing

5. Travel 

All guidance on travel was withdrawn from the GOV.uk 

website on the 13th of March and you will need to refer to 

the COVID-19: stay at home guidance. 
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Introduction
 

• Whilst our primary concern is your health, your financial 

wellbeing is also important to us.

• We appreciate that many of you will be concerned 

about the impact of the Coronavirus on your financial 

stability and therefore we have put together this 

Financial Wellbeing & Planning guide to support you in 

planning ahead for the coming months.

• Things You Can Do Right Now:

Banks & Building Societies

•  Some banks and building societies are offering extra 

support if you’re affected by the Coronavirus, including:

• No fees for missed payments on credit cards, loans and 

mortgages.

• Payment holidays on mortgages and loans with 

additional support provided when you need it.

• Emergency access to savings in fixed term accounts 

without charge.

• Temporary increases in credit card borrowing limits.

• Increased cash withdrawal limits.

• Refunds on credit card cash advance fees. 

• You should check with your bank or building society 

directly to see what help is available to you.

• Please Note:  It is better to speak to Financial 

institutions early and plan ahead rather than waiting until 

you are experiencing issues.

Mortgage

• If you’re experiencing issues with your Mortgage 

repayments because of coronavirus, in the first instance 

you should contact your lender directly to discuss your 

options.

• You may be entitled to take a three-month ‘holiday’, 

allowing you a temporary break from having to make 

mortgage payments. 

• You can find more guidance on Mortgage Holidays on 

https://www.moneyadviceservice.org.uk/en/articles/

mortgage-payment-holidays and by visiting your lenders 

homepage online.

• If you have any other kind of loan and you think you will 

struggle to make your repayments, you should contact 

your lender straight away.

Renting

• The government has announced emergency legislation 

to suspend new evictions from social or private rented 

accommodation during the coronavirus crisis.

• If you’re living in a buy-to-let property, your landlord will 

be able to apply for the three-month mortgage payment 

holiday if you are experiencing financial difficulty so 

they shouldn’t put any pressure on you to meet rent 

payments during this time.

• If you’re a social housing tenant, talk to your tenancy 

support officer or housing officer who will be able to 

support you and work out an affordable repayment plan.

• If you’re on Universal Credit and usually pay the rent 

People Strategy
Financial Wellbeing & Planning 
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yourself, talk to your work coach about what they can 

do to support you to keep rent payments on track.

• You can find more guidance on your Tenancy Rights 

https://www.moneysavingexpert.com/news/2020/03/

uk-coronavirus-help-and-your-rights/, or contact your 

Letting Agency or Landlord directly.

Gas & Electricity

• Energy firms are putting in place new measures to help 

prepayment customers who are unable to top up during 

the pandemic, including posting cards loaded with 

emergency credit to those who are self-isolating. 

• If you can’t leave home to top up at your usual shop, 

Ofgem suggests you arrange for a trusted person to 

take your card and do it for you, and leave your meter 

box unlocked if it’s outside your home. 

• If you can afford it, and you’re not self-isolating already, 

energy firms are encouraging people to try and top up a 

little more than usual each time to try and build up some 

credit.

• Suppliers will deal with issues on a case-by-case basis, 

so the best thing you can do if you have to self-isolate 

or are struggling to pay your bill due to coronavirus is to 

contact your provider as soon as you can.

• Take a look https://www.moneysavingexpert.com/

news/2020/03/uk-coronavirus-help-and-your-rights for 

more guidance on the support available from energy 

providers.

Pension

If you would like to understand the impact of the Corona 

Virus to your Pension, or your options for increasing/

decreasing your monthly contributions then you can;

• Contact your Pension provider directly

• Visit The Pensions Advisory Service or contact them on 

0800 011 3797

• Seek independent advice from a Financial Advisor.

Accessing Your Payslip

To support your financial planning and to obtain early 

visibility of your pay, don’t forget to view your online payslip 

ahead of Pay Day.

If you are unable to access your online Payslip then please 

contact your local Payroll Office for support, or to obtain 

details of when your next payslip will be available to view 

online.

Employee Assistance Programme

If you have the Simply Health benefit, then you can take 

advantage of the Employee Assistance, for help, advice and 

support on a range of subjects including:

• Debt

• Housing

• Consumer issues

• Adoption

• Family related matters

• Work related problems

• Domestic abuse

• Stress

• Medical information

Just call 0800 100 1020 or visit www.simplyhealth.co.uk

Helpful Links

• https://www.gov.uk/government/publications/guidance-

to-employers-and-businesses-about-covid-19

• https://www.moneysavingexpert.com/news/2020/03/

uk-coronavirus-help-and-your-rights/

• https://www.moneyadviceservice.org.uk/en/articles/

coronavirus-and-your-money

• https://www.nhs.uk/conditions/coronavirus-covid-19/

• https://www.gov.uk/browse/benefits

Useful Contacts

Citizens Advice Bureau

https://www.citizensadvice.org.uk/

0344 411 1444

Debt Advice Charity

http://www.debtadvicefoundation.org/

0800 043 40 50
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Eden Red

https://www.edenred.co.uk/

0843 453 0206

Find Your Local Foodbank

https://www.trusselltrust.org/get-help/find-a-foodbank/

01722 580 180

HMRC Tax Credits Helpline

0345 300 3900

KiddiVouchers

https://www.kiddivouchers.com/

0800 612 9015

Legal & General Pension

https://www.legalandgeneral.com/retirement/contact-us/

NEST Pension

https://www.nestpensions.org.uk/schemeweb/nest.html

Samaritans

https://www.samaritans.org/

116 123

Scottish Widows

https://www.scottishwidows.co.uk/index.html

Step Change Debt Charity

https://www.stepchange.org/

0800 138 1111
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This is a guide on what payments to continue or stop based on feedback received so far.  Feel free to follow this and if 

you have anything different then please make us aware 

FINANCE STRATEGY
PAYMENT GUIDANCE

Payment Type Notes

Rates Stop with immediate effect (cancel DD otherwise speak with the bank to cancel)

Rent We have written to all landlords (see template)

Electric Continue paying as normal

Gas Continue paying as normal

Telephone Continue paying as normal

Water rates Continue paying as normal

All Leases We are currently discussing with all finance companies

Insurance Continue paying as normal

HMRC Stop with immediate effect (all payments including VAT, Corporation Tax, PAYE)

Wages Continue paying as normal until further notice

Training Costs Stop with immediate effect

Sundry Expenses Stop with immediate effect

Trade Suppliers We are in discussions with all of them

All Loans Stop with immediate effect (cancel DD otherwise speak with the bank to cancel)

Capex Stop with immediate effect

Bank & PDQ Charges Continue paying as normal

Optix PMS Continue paying as normal

Dividends Stop with immediate effect

V2.0 - March 2020
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Sharks,

As discussed on the webinar, it is extremely important that we work for the best but plan for the worst! With that, it is essential 

that we model the impact a complete lockdown would have on each of our practice P+Ls and Cash Flow.

You will each be provided with a “Covid Report” Spreadsheet bespoke to your practice. Your practice buddy will have been 

through this as well and over the next few days will be working through with each practice to ensure we have a site by site plan 

in place with some clear actions.

You will notice 2 tabs:

2020 Target Modelling: This is your forecasted modelling for 2020 in normal circumstances. If this looks inaccurate, please 

amend beige cells accordingly. For some of the practices that have joined the group over the past 12 months, your modelling 

may not be complete and will be updated at some point this week.

Covid Report: This tab will then model the impact a lockdown would have on your practice P+L. It does so based on different 

levels of Revenue you are able to maintain (from 0% up to 100%).

It also assumes that in the case of a lockdown, we will only be committed to our fixed overheads:

a Delay Supplier Invoices and minimal new ones (due to minimal patient revenue)

b Locum Costs would be eliminated

c Variable Occupancy Costs would be eliminated

On the “Covid-19 savings per month” row, please enter any further savings you feel you can achieve (monthly). This is 

particularly important for External Costs where you will indeed be able to make significant savings on non-essential items 

during a lockdown. 

FINANCE STRATEGY
Financial Planning Exercise
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FINANCE STRATEGY
Financial Planning Exercise
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The sheet then goes on to show you how much margin is achievable via a semi-booked diary along with the corresponding 

Contact Lens DD amount for each practice. 

We assume 65% Margin for Frames and Lenses and a 50% margin for CL DDs in this example with dummy data.

You will then see under “Your Monthly Breakeven”, at what percentage of your normal revenue level your practice level will 

be breakeven. You will also see at 0% diary bookings, what the cash-burn of your practice each month is. 

In this example case, this practice would have to achieve 60% of their normal revenue volumes in order to breakeven. This can 

be brought down to 50% with extra savings which they have outlined. 

You will also notice that if diaries went to zero, in the case of a full lockdown, this practice would burn £27k per month. With 

the extra savings they have outlined in grey cells this burn can be reduced to £23k. 

The graph will help you to visualise this along with the impact each of your monthly savings on overheads will have in helping 

to provide more runway and reducing cash-burn. 

FINANCE STRATEGY
Financial Planning Exercise

V2.0 - March 2020

#strongerTOGETHER



22

The bottom of the tab will be populated alongside your buddy with a specific Action Plan for each key area - focusing on areas 

where we can increase cash revenue and reduce any invoices being paid and costs incurred to an absolute minimum. 

If you have any troubles or questions regarding this exercise or need some further clarification, please reach out to your 

Buddy.

FINANCE STRATEGY
Financial Planning Exercise
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The bottom of the tab will be populated alongside your buddy with a specific Action Plan for each key area - focusing on areas 

where we can increase cash revenue and reduce any invoices being paid and costs incurred to an absolute minimum. 

If you have any troubles or questions regarding this exercise or need some further clarification, please reach out to your 

Buddy.
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Update

I am pleased to inform you that it is business as usual 

within the facilities team. The only difference is that some of 

the team may be working from home.

It can make us feel especially vulnerable, we should think 

differently about the decisions we make and the risks we 

take.  

The facilities team will focus our time and energy in to 

looking at different ways to reduce and delay occupancy 

and external costs.

Occupancy Costs

Rents

We have taken it upon ourselves to contact your individual 

landlords to ask (if needed) whether it would be possible to 

make changes. This is to ensure that we manage our cash 

flow at a time when we really need to. For the partners that 

already have a relationship with there landlord and would 

prefer to have the conversation themselves then please do 

so, but just let the facilities team know the outcome of the 

conversation.

Business Rates

As part of the budget 2020, The Chancellor, Rishi Sunak 

has announced that the government is scrapping business 

rates as part of a package of “extraordinary” measures to 

support the UK economy in the face of disruption from the 

coronavirus outbreak.

All companies with a rateable value of less than £51,000 will 

be eligible for the rate holiday,  and a £25,000 grant. This 

means a no rates to pay until told otherwise.

For all the practices that already pay zero rates, due to their 

rateable value being £12,000, other Budget measures have 

been put in place to support them by including a cash grant 

of £10,000. 

We will take further action based on any new measures 

released from the Government.

External Costs

We will be looking at external costs on a case by case basis 

and reviewing if necessary. If you think that any costs within 

your practice are too high and feel they could be lowered, 

please get in touch with us.

Communication 

For all communication, you can email Facilities@

hakimgroup.co.uk and your request will be assigned to the 

relevant team member.

For any emergencies, please keep calm and call Muzza 

(Head of Facilities)  

ACTION PLAN
FACILITIES CONTINGENCY PLAN

V2.0 - March 2020

#strongerTOGETHER
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COVID-19 COMBAT 
CAMPAIGN GUIDE
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SEO
Drive users to your 

website and through your 
door for free.

PR
Maximise your practice’s 

presence within the 
community by building 

relationships with 
journalists within the 

local area.

IPTV
Control what content your 
customer’s consume while 

they wait.

Print
Create interest through 

store displays and tactile 
marketing collateral.

PPC
Target potential customers 

searching for your 
products and services.

Recall
Add a graphic to your 

recall for specific 
customer groups.

Mailing
Retain custom with 

‘in-between’ marketing.

Social 
Build your 

online community.

CHANNELS
Social

Mailing

SEO Print

Recall

IPTV

PPC

PR

= These channels will be paused to keep costs sensible during this period
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In light of the current situation we wanted to update you on further steps we are taking to support our practices. 
The Marketing Team and HQ as a whole have been working hard behind the scenes to ensure your patients have 
the clarity needed during these challenging times, as well as some additional measures for their peace of mind.

For the foreseeable future, customer interaction should be focused on community-building efforts and addressing any 
needs and concerns of patients. We will continue to monitor the situation and remain agile as it evolves. 

Below you will find our three-step plan.

There will be plenty of opportunity both Marketing and PR related once we are on the other side of COVID-19 and the 
Marketing Team are continuing to support the practices where required.

Onwards and Upwards.

the market ing team

INTRODUCTION

Emails - We will continue to stay in the thoughts and minds of our patients via email, updating them on 
steps and measures the practice are implementing. This will happen outside of our ‘business as usual’ recall 
process being implemented by the Operations Team.

IPTV - Anyone visiting the practice will receive the same message as when visiting online to ensure our 
message is consistent and aligned.

Social - We will provide social artwork and gifs that can be used on your social channels to engage with 
your audience while informing them of any updates and additional measures being taken.

NHS - At a time when the NHS is front of mind. It is a great opportunity to remind the public that we deliver 
NHS eyecare services on any of our assets. Logo added on request.
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5Simple and clear messages are sometimes the most effective

A generalised feel-good post

xxxxxxxxxxxxxxxxxxxxxxxxxxxx

Positivity amongst the challenges

EXAMPLES OF COViD-19 CAMPAIGNS

A decal is an effective way to get your message across

This social graphic recommends social distancing in 
a visually striking way

A community based message keeps you connected to 
your local area
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Phone lists

One of the strongest tools and forms of communication during this period of uncertainty will be telephone conversations. Whilst 
the practice is quiet, make sure you are utilising your time well by contacting px’s, keeping them in the loop, having a chat with 
them and booking them in where possible or organsing alternative formats to fufil their requirements. You can request a list 
using this link - https://www.hghelphub.co.uk/en/article/px-list-request-form

Get a pair now and swap later

For all of your patients who require an emergency pair of glasses but are unable to come into practice, the digital team are 
working on adding a product catalogue to your website for the Project100 range of frames. Existing patients will be able to visit 
your website, select a pair, complete an order request form and have them delivered to their door!

Once we return to normality, patients can replace these with a new pair chosen in practice, which we will discount off the 
original price paid. We are talking to our supplier to support this initiative for the over 60s and those affected by COVID-19.

Survival pack

Whilst you are on your travels dropping of px specs and CLs why not make a survival pack for px’s in need and drop them 
off at their homes. Items could include toilet roll, canned goods, anti-bacterial wipes, you could join forces with other local 
independent businesses to deliver strong community support.

Awareness for kids

Included in this guidance pack is a useful Kids explainer pack that you could share with your audience on social media.

Social activity :

We will provide social artwork and gifs that can be used on your social channels to engage with your audience while informing 

them of any updates and additional measures being taken. From that base of content, discuss the updates in relation to your 

area and join the discussion around the situation in local community groups and with other small businesses.

This is a time when a far larger audience will have time to engage on social media, so try to be part of the conversation and 

see how the community can digitally support one another as we move through this trying time. There have been examples of 

this internationally with local online groups being formed to support isolated elderly individuals and others at risk. If there is 

anything similar in your areas, see about getting involved. Overall, try to keep the tone positive and if there are any happenings 

locally with the community helping one other, join that conversation. Additionally use social channels to reassure your patient 

base - while practices remain open - patients can still receive care if they require it, and that measures will be taken at each 

stage of this process to help them. 

Use hashtag #StrongerTogether

Creative IdeaS
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Taking the extra measures

We need to stay in the thoughts and minds of our px’s 
and update them on the measures and precautions 
we are taking to support our communities. The below 
artwork showcases the different actions practices are 
taking to ensure the same level of service and care is 
being provided. You can also order as individual assets. 
See next page.

For more information contact practice owner, 
Joyce Terry on 07535698551

Your eyes are one of your most valued assets and would be difficult to live without. Therefore, 
here are some of the additional measures we are taking for your peace of mind.

Proud to be a part of the  

A4 Poster COS20-01

Suggested Channels

 Posters   IPTV    Web Banner  

 Social Media    Mailing Campaign

ALL COMMUNITY SERVICES COS20-01

IPTV COS20-01

Web Banner COS20-01
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COMMUNITY SERVICES ASSETS

Social Media COS20-04

Suggested Channels

    IPTV    Web Banner  

  Social Media    Mailing Campaign

IPTV COS20-05

Social Media COS20-02

Web Banner COS20-03
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NHS HEROES

Social Media NHS20-01

IPTV NHS20-02

Suggested Channels

    IPTV    Web Banner  

  Social Media    Mailing Campaign

NHS workers are going to be run off their feet during 
this busy period and so we should make every effort 
to support them where we can. Offering free eye tests 
and/or contact lenses may give them that extra boost 
they need! Below are examples of messages to callout.

You decide on your practice message and we will 
create the assets.

IPTV NHS20-03
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WE’RE STILL OPEN WSO20-01

Social Media WSO20-01

IPTV WSO20-01
Suggested Channels

    IPTV    Web Banner  

  Social Media    Mailing Campaign

Sometimes the simplest of messages are the most 
effective. We are all in unchartered territory and so 
nothing is a given. Make sure you are in constant 
contact with your patients and audiences and 
remember to let them know that you are still open 
and here to help your community!

IPTV WSO20-01
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YOUR VISION MATTERS YVM20-01

Social Media YVM20-01

Suggested Channels

    IPTV    Web Banner    Social Media   

 Recall Letter     Mailing Campaign

Contact lenses and solution stock up

As well as stocking up on all the household essentials 
remember to remind your px’s of the importance of 
their vision and that they can stock up on any CLs and 
solution.

IPTV YVM20-01
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HELP POSTCARD HPD20-01

How can we help? postcard

As the coronavirus continues to spread across the world and the UK, more and more people are staying at home. Whether they 
are self-isolating or social distancing, research suggests that the virus adversely affects older people and those with 
pre-existing health conditions. You can hand this out to show how you can support the vulnerable people in your local area.
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WASH YOUR HANDS WYH20-01

Suggested Channels

    IPTV    Web Banner    Social Media   

 Recall Letter     Mailing Campaign

IPTV

Web Banner

WYH20-01

WYH20-01

Social Media COS20-02
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The journey

Making a request

The marketing team is always on hand. If you would like 
to discuss your campaign before making a request you 
can either contact the team at HGHQ or email marketing@
hakimgroup.co.uk.

Thereafter you need to submit a request through HelpHub 
> Digital & Marketing > Marketing > Marketing job request 
form. You can put as much or as little information as you 
want however, the more detail the sooner you will receive 
your assets.

The Design Process

Checking The Design

The first thing to do is check that you’re happy with the 
general design of the artwork. The main things you should 
be looking for are:

• does the artwork adequately communicate the message 
I’m trying to send?

• does the artwork appeal to the kind of people I’m trying 
to communicate to?

• does the artwork have a clear message and call to 
action (i.e. - the audience will know what you’re trying to 
say, and how to act upon it)

It’s always good practice to check the small details too. The 
design team will do their best to pick up on these errors, but 
mistakes do sometimes happen! These include:

• spelling and grammar

• contact details (addresses, phone numbers, email and 
social details).

The Next Step
 
The next step is to send your feedback to the design 
team via marketing@hakimgroup.co.uk. You will need to 
communicate any areas that need to be amended as clearly 
as possible, or confirm the design if the artwork is perfect 
first time.

Any changes will be made once received and a new proof 
will be sent. This part of the process is called ’the loop’ and 
will repeat until you are satisfied with the design. Depending 
on the scope of the project, ‘the loop’ could last a single 
cycle or several. Proof versions will be numbered so you can 
keep track.

Once you’re happy with the design, your artwork will be sent 
to print, uploaded, or provided on file as required.

Submit a request through HelpHub via www.hghelphub.co.uk/en/article/marketing-campaign-request-form
Printed assets are sent to the practice and online assets are uploaded. Any mailing will be managed by HQ.

Design Brief Created

Initial Artwork Designed

Changes 
Made

Proof Provided ‘The Loop’

Changes 
Identified

Artwork Confirmed

Artwork Printed / Provided
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marketing@hakimgroup.co.uk

01254 708422
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I hope this email finds you well and firstly, our heartfelt 

thoughts are with you, your loved ones and anyone who 

has been affected by recent events. We are extremely 

thankful for the amazing efforts of our Healthcare 

Professionals. I know we have great people who will help 

us through the challenges ahead.

Both at home and at work, we are all adapting and 

responding in our own way, in light of the COVID-19 

challenge. As you know from my previous e-mails, we 

have been keeping a very close eye on the evolving global 

situation and the anticipated effects on supply chain. I want 

to update you about the ways in which we are doing our 

part and changes we are making that may impact any short 

term ‘business as usual’. I believe that early communication 

and intervention will ensure that, together, we can work 

through any challenges during this time.

We have started making arrangements for our teams to 

work remotely as we are expecting disruption to normal 

HQ team arrangements. From a supplier perspective, this 

will mean that we will need to make changes to the way 

invoices are received and processed so that payments can 

continue to be made in a timely manner. Shortly, I will be in 

touch with a document to outline how we will need invoices 

to be electronically received so that there is less movement 

of paper invoices around our business. This will reduce the 

need for movement of people and paper, which has several 

advantages including efficiency and quicker payments, 

environmental benefits and reducing any potential long-

term disruption. Short term, this may cause a slight 

extension to our normal payment runs until we get our 

teams all returning from remote working or self-isolation. 

This may mean that some payments could take slightly 

longer. We are not expecting this situation to last for long.

As the pandemic takes hold in the UK and further measures 

for social distancing are introduced to manage the spread 

of the virus, it is inevitable that there will be some short-

term business impact. We are planning for the worse and 

working for the best. We want to support our suppliers by 

maintaining regular communication regarding volumes so 

that it can aid planning on both sides. The good news is 

that we have had a strong year to date and even this past 

week, we have seen minimal impact to sales.

However, to be prudent, we are now planning for a softer 

Q2 and a stronger rebound in Q3. I would expect our 

practices to reduce stock purchases from now until we 

are over the stricter social distancing measures and our 

message to all of them will be to reduce their stock holding 

to a minimum and that they are only to purchase products 

that are absolutely essential to fulfil ongoing sales. This 

should be followed by a period of stronger sales and so 

things will eventually balance out. Accordingly, you will 

need to bear that in mind as you look at the HG business 

within your own internal forecasts.

Working together through this difficult period will enable 

us to maintain our businesses and come out in a strong 

position in the coming months.

I am available on my mobile should you need to speak with 

me directly, I will keep in touch as this situation unfolds.

Stronger Together

Paul Forsythe

ACTION PLAN
SUPPLIER ARRANGEMENTS

This is the email we have sent to our suppliers:

V2.0 - March 2020

#strongerTOGETHER
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As we are provided with updates from suppliers we will continue to feedback here.

Wednesday 18th of March

Good news everyone the Silhouette Lens Lab will be open again from tomorrow Thursday 19th March as normal. 

The orders placed over the portal take priority for reference.

Frames out of stock.

Model / Colour / Size Sent To Lab 9.3.20 Replenishment Due

ILKLEY COL 1 BLUE 49X15 9 APRIL

LITTLE BISPHAM COL2 BLUE 48X16-125 5 MAY

LITTLE PENKRIDGE COL1 BLACK 46X16-125 4 MAY

WHITECHAPEL COL 2 ROSE 50X16 12 JUNE

Thursday 19th of March

ALCON

We have been advised that there is disruption to the manufacture of Air Optix Brands of contact lenses these are 

manufactured in Malaysia and all non-essential businesses have been ordered to close down. The impact of this will probably 

take a few weeks to filter through to patient supply but please be aware. You may want to contact any patients wearing Air 

Optix lenses and see if they want to order some now before the full impact of this is felt.

ACTION PLAN
SUPPLIER updates

V2.0 - March 2020

#strongerTOGETHER
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As we are provided with updates from suppliers we will continue to feedback here.

Wednesday 18th of March

Good news everyone the Silhouette Lens Lab will be open again from tomorrow Thursday 19th March as normal. 

The orders placed over the portal take priority for reference.

Frames out of stock.

Model / Colour / Size Sent To Lab 9.3.20 Replenishment Due

ILKLEY COL 1 BLUE 49X15 9 APRIL

LITTLE BISPHAM COL2 BLUE 48X16-125 5 MAY

LITTLE PENKRIDGE COL1 BLACK 46X16-125 4 MAY

WHITECHAPEL COL 2 ROSE 50X16 12 JUNE

Thursday 19th of March

ALCON

We have been advised that there is disruption to the manufacture of Air Optix Brands of contact lenses these are 

manufactured in Malaysia and all non-essential businesses have been ordered to close down. The impact of this will probably 

take a few weeks to filter through to patient supply but please be aware. You may want to contact any patients wearing Air 

Optix lenses and see if they want to order some now before the full impact of this is felt.

ACTION PLAN
SUPPLIER updates

V2.0 - March 2020

#strongerTOGETHER

Practices should consider the possibility of signing up their patients for home delivery if you aren’t already doing so. One 

of the solutions to this is Adaro, although the manufacturers can also provide the same.

Whilst there may be a short term cost incurred by this service, this is a great way to help safeguard your patients’ continual 

contact lens and solution supply, reduce the need for any face to face contact and hopefully help minimise any drop outs. We 

are currently working with suppliers to ensure our supply chain will be as unaffected as possible.

If you visit the website there are editorials on their which show you how the site operates and walk you through process. Prac-

tices would use this if their patients are paying DD direct to the practice or via Optix. The DD collection fees are cheaper with 

Optix than Adaro so don’t sign up on the Adaro DD system.

Should you require any assistance or have any questions the Paul Forsythe or Neil Hilton will be happy to assist or contact 

contact Candy or Monika on 01622 833075 or customerervices@adaro.net. The web address is www.adarodirect.com.

You can register without putting credit on the account should you wish to register and see how the situation evolves first.

ACTION PLAN
CONTACT LENS HOME SUPPLY

V2.0 - March 2020

#strongerTOGETHER
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You will be pleased to know that it is business as usual 

within the digital team. The only difference is the video team 

will be postponing all practice visits until we are all on the 

other side and it is declared safe to travel once again.

New Website Builds

As you are aware, the digital team is working through all 

practice websites to bring them in-line with your individual 

brand. For those practices where we have not yet managed 

to visit, we are still able to create a fantastic new 

website using a collection of images we already have on file 

together with any images you wish to send us. We can then 

replace these images after our visit.

During the build process of your new website, the team will 

arrange a conference call with you to talk you through your 

new website and collect any feedback you have.

Covid-19 Updates

The team at HQ are keeping up to date on all the latest 

NHS advice and announcements. The digital team will 

update your website with any information your patients 

require to know via a new COVID-19 page on your website.

Example page of a practice website:

Website Updates

If you have time, it would be beneficial for you to take a 

good look through all pages on your website to make sure 

they are accurate and up to date. If you find that your staff 

page is outdated or you would like to re-write any page, 

just send us any change requests and we aim to implement 

them within 24 hours.

DIGITAL
Coronavirus Update

EEMMEERRGGEENNCCYY  AACCTTIIOONN  PPLLAANN
RReeccaallll  EEmmaaiillss

DDAATTEE  ::  1177tthh MMaarrcchh  22002200

EEffffeeccttiivvee ffrroomm 11sstt AApprriill..

PPrraaccttiiccee SSppeecciiffiicc eemmaaiillss wwiillll bbee ggeenneerraatteedd,, ddiirreeccttiinngg tthhee ppaattiieennttss ttoo tthhee pprraaccttiiccee
wweebbssiittee ffoorr llaatteesstt iinnffoorrmmaattiioonn oonn hhooww wwee aarree ddeeaalliinngg wwiitthh CCOOVVIIDD--1199 uuppddaatteess aass tthheeyy
ccoommee tthhrroouugghh,, aalloonngg wwiitthh tthhee rreegguullaarr rreeccaallll mmeessssaaggee..

EEXXAAMMPPLLEE bbeellooww..
From: info@butterfieldopticians.co.uk

Subject: Eye Test Reminder
Date: 17 March 2020 at 11:29
To: zubair@hakimgroup.co.uk

Book online!

Dear Mr Gallagher,

We are writing to let you know that it is time to make sure your eyes
are working at their best.

Regular eye examinations are vital to monitor the health of your eyes and aid the detection
of other health conditions.
Even if you feel that your eyesight is stable, we’d still like to see you to check the health of
your eyes and ensure your vision is as good as it can be.
If you haven’t already done so, please call 01524732724 or visit
www.butterfieldopticians.co.uk to make an appointment.

We are delighted to provide a new hearing health care service. We’ve always offered the
best in eyecare to you, and now we want to extend that service to your hearing. 
 
For further information, or to book a complimentary hearing health check, please call
01524732724, email info@butterfieldopticians.co.uk, or make your booking here.
 

For the latest COVID-19 updates, please visit
https://www.butterfieldopticians.co.uk/covid-19

 
Yours sincerely,

Dhiren Patel

Butterfield Opticians
46c Market Street | Carnforth | Lancashire | LA5 9LB 

Legal Disclaimer: Butterfield Opticians does not accept service of any documents by email or electronic means. Warning: You should
carry out your own virus check before opening any attachment. Butterfield Opticians accepts no liability for any loss or damage, which

may be caused by software viruses or interception or interruption of this email. Email Confidentiality Note: The information contained in
this email is private and/or privileged. This email is intended to be read or used only by the person to whom it is addressed. If the reader of
this email is not the intended recipient, they are hereby notified that any dissemination, distribution, publication or copying of this email is
prohibited. If you receive this email in error, please notify the sender by telephone, or return it to the sender at the above address. Thank

you.

 

V2.0 - March 2020

#strongerTOGETHER
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DIGITAL
Coronavirus Update

Social Media

As most people will be self-isolating and spending hours 

scrolling through social media, this will provide 

opportunities for you to build your awareness within your 

local community. If you would like us to help you put a 

social media plan together for you, please do get in touch.

Keeping Business Flowing

For all your patients who require an emergency pair of 

glasses but are unable to come into practice, the 

digital team are working on adding a product catalogue 

to your website for the Project100 range of frames. Exist-

ing patients will be able to visit your website, select a pair 

and complete an order request form. Their details will be 

emailed to you so you can call them and arrange fulfilment.

Contact Details

For all communication, please email digital@hakimgroup.

co.uk and your request will be assigned to the relevant 

team member.

V2.0 - March 2020

#strongerTOGETHER
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1. Emergency Recall Process Active

2.  Recall Email

3.  Recall SMS

4.  Email Broadcast to all emails on the database

5.  Reports to request on Demand
 - Diabetic Px’s Due
 - FTA’s
 - Cancelled appointments
 - OTC CLs sales
 - OTC Solutions sales
 - Eye Test with no purchase
 - Over 70’s active
 - Over 70’s all
 - Over 60’s active
 - Over 60’s all

1.  My Sight Registration Campaign

2.  Remote Access for Optix and Optix BI

ACTION PLAN
Operations Overview

V2.0 - March 2020

#strongerTOGETHER
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1. Emergency Recall Process Active

2.  Recall Email

3.  Recall SMS

4.  Email Broadcast to all emails on the database
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 - Cancelled appointments
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 - Eye Test with no purchase
 - Over 70’s active
 - Over 70’s all
 - Over 60’s active
 - Over 60’s all

1.  My Sight Registration Campaign

2.  Remote Access for Optix and Optix BI

ACTION PLAN
Operations Overview

V2.0 - March 2020

#strongerTOGETHER

FROM 1ST APRIL 2020

For practices on Project All-in through Moneypenny, this will be paused, until further notice. All practices will follow the 

regular Recall process, as defined on HG Help Hub;

[Recall Process Overview] https://www.hghelphub.co.uk/en/article/recall-process-overview

• 15.03.20 : All practices to use the phone list generated on 15th March as usual, to contact all Step 1st via phone calls. 

(does not include Project All-in practices)

• 15.03.20 : During this period 15th March – 31st March HG HQ will send out Steps 2-6 using SMS and Email only (no letters 

to be sent out). (does not include Project All-in practices)

• 01.04.20 : From 1st April – 15th April HG HQ will send out Steps 1-6 using SMS and Email only (no letters to be sent out).

• 15.04.20 : On 15th April, a new phone list will be generated for all Step 1’s due in May and practices will use this list to 

contact all Step 1’s until 30th April via phone calls.

• 15.04.20 : During this period 15th April – 30th April HG HQ will send out Steps 2-6 using SMS and Email only (no letters to 

be sent out).

• 01.05.20 : From 1st May – 15th May HG HQ will send out Steps 1-6 using SMS and Email only (no letters to be sent out).

• 15.05.20 : On 15th May a new phone list will be generated for all Step 1’s due in June and practices will use this list to 

contact all Step 1’s until 31st May via phone calls.

• 15.05.20 : During this period 15th May – 31st May HG HQ will send out Steps 2-6 using SMS and Email only (no letters to 

be sent out).

ACTION PLAN
RECALL PROCESS STRATEGY

There may be some local variations to the following process but this is the general approach. We will be keeping an eye on 

things and monitoring closely to see what needs refining or changing and we will stay agile to make changes.

During this EMERGENCY period, it is imperative all practices liaise with their Recall Executive at HG HQ at least twice a 

week to control the number of recalls being sent out based on the capacity at the practice. This decision will come from 

the practice and HG HQ will process the recalls for you based on your needs.

Please note - This will be subject to change depending on social distancing measures and how they evolve.

V2.0 - March 2020

#strongerTOGETHER
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Effective from 1st April.

Practice specific emails will be generated, directing the patients to the practice website for latest information 

on how we are dealing with COVID-19 updates as they come through, along with the regular recall message.

EXAMPLE below.

ACTION PLAN
Recall EmailsEEMMEERRGGEENNCCYY  AACCTTIIOONN  PPLLAANN

RReeccaallll  EEmmaaiillss
DDAATTEE  ::  1177tthh MMaarrcchh  22002200

EEffffeeccttiivvee ffrroomm 11sstt AApprriill..

PPrraaccttiiccee SSppeecciiffiicc eemmaaiillss wwiillll bbee ggeenneerraatteedd,, ddiirreeccttiinngg tthhee ppaattiieennttss ttoo tthhee pprraaccttiiccee
wweebbssiittee ffoorr llaatteesstt iinnffoorrmmaattiioonn oonn hhooww wwee aarree ddeeaalliinngg wwiitthh CCOOVVIIDD--1199 uuppddaatteess aass tthheeyy
ccoommee tthhrroouugghh,, aalloonngg wwiitthh tthhee rreegguullaarr rreeccaallll mmeessssaaggee..

EEXXAAMMPPLLEE bbeellooww..
From: info@butterfieldopticians.co.uk

Subject: Eye Test Reminder
Date: 17 March 2020 at 11:29
To: zubair@hakimgroup.co.uk

Book online!

Dear Mr Gallagher,

We are writing to let you know that it is time to make sure your eyes
are working at their best.

Regular eye examinations are vital to monitor the health of your eyes and aid the detection
of other health conditions.
Even if you feel that your eyesight is stable, we’d still like to see you to check the health of
your eyes and ensure your vision is as good as it can be.
If you haven’t already done so, please call 01524732724 or visit
www.butterfieldopticians.co.uk to make an appointment.

We are delighted to provide a new hearing health care service. We’ve always offered the
best in eyecare to you, and now we want to extend that service to your hearing. 
 
For further information, or to book a complimentary hearing health check, please call
01524732724, email info@butterfieldopticians.co.uk, or make your booking here.
 

For the latest COVID-19 updates, please visit
https://www.butterfieldopticians.co.uk/covid-19

 
Yours sincerely,

Dhiren Patel

Butterfield Opticians
46c Market Street | Carnforth | Lancashire | LA5 9LB 

Legal Disclaimer: Butterfield Opticians does not accept service of any documents by email or electronic means. Warning: You should
carry out your own virus check before opening any attachment. Butterfield Opticians accepts no liability for any loss or damage, which

may be caused by software viruses or interception or interruption of this email. Email Confidentiality Note: The information contained in
this email is private and/or privileged. This email is intended to be read or used only by the person to whom it is addressed. If the reader of
this email is not the intended recipient, they are hereby notified that any dissemination, distribution, publication or copying of this email is
prohibited. If you receive this email in error, please notify the sender by telephone, or return it to the sender at the above address. Thank

you.
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Effective from 1st April.

Generic SMS’s will be generated, directing the patients to the government website for latest information 

and updates on COVID-19, along with the regular recall message.

EXAMPLE below.

ACTION PLAN
Recall SMS

EEMMEERRGGEENNCCYY  AACCTTIIOONN  PPLLAANN
RReeccaallll  SSMMSS’’ss

DDAATTEE  ::  1177tthh MMaarrcchh  22002200

EEffffeeccttiivvee ffrroomm 11sstt AApprriill..

GGeenneerriicc SSMMSS’’ss wwiillll bbee ggeenneerraatteedd,, ddiirreeccttiinngg tthhee ppaattiieennttss ttoo tthhee ggoovveerrnnmmeenntt wweebbssiittee
ffoorr llaatteesstt iinnffoorrmmaattiioonn aanndd uuppddaatteess oonn CCOOVVIIDD--1199,, aalloonngg wwiitthh tthhee rreegguullaarr rreeccaallll
mmeessssaaggee..

EEXXAAMMPPLLEE bbeellooww..

V2.0 - March 2020
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ONGOING:

Practice Specific Emails will be generated, informing our patients of how we intend to continue to deliver 

our services and eyecare to them. The email will take the tone of clinical with empathy and reassurance.

EXAMPLE below.

ACTION PLAN
Email Broadcast

EEMMEERRGGEENNCCYY  AACCTTIIOONN  PPLLAANN
EEmmaaiill  BBrrooaaddccaasstt

DDAATTEE  ::  1177tthh MMaarrcchh  22002200

TToo bbee sseenntt oouutt AASSAAPP..

PPrraaccttiiccee SSppeecciiffiicc EEmmaaiillss wwiillll bbee ggeenneerraatteedd,, iinnffoorrmmiinngg oouurr ppaattiieennttss ooff hhooww wwee iinntteenndd
ttoo ccoonnttiinnuuee ttoo ddeelliivveerr oouurr sseerrvviicceess aanndd eeyyeeccaarree ttoo tthheemm.. TThhee eemmaaiill wwiillll ttaakkee tthhee ttoonnee
ooff cclliinniiccaall wwiitthh eemmppaatthhyy aanndd rreeaassssuurraannccee..

EEXXAAMMPPLLEE bbeellooww.. From: info@tyrrellsandembery.co.uk
Subject: An important COVID-19 update from your Optician, Tyrrells and Embery Optometry

Date: 16 March 2020 at 20:10
To: zubair@hakimgroup.co.uk

 

 
Dear Zubair,
 
 
At Tyrrells and Embery Optometry we have always led with the guiding principle of placing
people at the Heart of everything we do. We know that you depend on us to look after your
Vision, and especially in times like these we want to ensure that you have total peace of
mind in relation to your Eyecare and our ongoing support.
 
Firstly, our heartfelt thoughts are with all those that have been affected and we are
extremely thankful for the amazing efforts of our Healthcare Professionals. I know we have
great People who will help us through the challenges ahead.
 
Both at home and at work, we are all adapting and responding in our own way in light of
the COVID-19 challenge. We want to update you about the ways in which we are doing
our part so that we can Support you with your Eyecare during this time.
 
Please be assured that we are monitoring the situation and receiving regular updates from
Public Health England, NHS England, and our Regulatory Bodies as to how we should be
conducting ourselves, and we are adhering to all the current Guidelines to allow us to
continue to provide the best possible Care to You and your Family.
 
Eye examinations may take a little longer as we implement additional sanitising of
equipment, regular disinfection of door handles, frequent cleaning of frames and
sunglasses throughout the day and rest assured our teams are well-equipped with hand
sanitiser.
 
For our elderly patients, we will be contacting you directly over the coming days to ensure
that you have everything in place for your eyewear, to prepare you for any long period of
self-isolation. During this period, we will be delivering your eyewear directly to your
doorstep if you are unable to make it into the practice. During any lockdown period we will
be available throughout by email or on the phone if you require any help from our eyecare
team.
 
We hope this message goes some way to reassuring you that we will still be here to look
after your eyecare during the weeks ahead.
 
We appreciate that you may have further questions, so please do not hesitate to contact
us and, as always, our friendly team will be on hand to help. 
 
We will also keep our website updated with the latest information,
www.tyrrellsandembery.co.uk.
 
Our best wishes to you and your loved ones 
 
 
Your Team at Tyrrells and Embery Optometry.
 
 

#STRONGERTOGETHER
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To be actioned ON DEMAND.

During these times of ‘working off site’ we can make available to you, your Optix Practice Managing System 

and Optix BI Software. This will allow you to manage your diary, drive your decision making process and help 

with any patient communications you have to handle.

To action this please email:

joanne@hakimgroup.co.uk

ACTION PLAN
Remote Access for Optix and Optix BIEEMMEERRGGEENNCCYY  AACCTTIIOONN  PPLLAANN

RReemmoottee  AAcccceessss  ffoorr  OOppttiixx aanndd  OOppttiixx BBII
DDAATTEE  ::  1177tthh MMaarrcchh  22002200

TToo bbee aaccttiioonneedd OONN DDEEMMAANNDD..

DDuurriinngg tthheessee ttiimmeess ooff ‘‘wwoorrkkiinngg ooffff ssiittee’’ wwee ccaann mmaakkee aavvaaiillaabbllee ttoo yyoouu,, yyoouurr OOppttiixx
PPrraaccttiiccee MMaannaaggiinngg SSyysstteemm aanndd OOppttiixx BBII SSooffttwwaarree.. TThhiiss wwiillll aallllooww yyoouu ttoo mmaannaaggee
yyoouurr ddiiaarryy,, ddrriivvee yyoouurr ddeecciissiioonn mmaakkiinngg pprroocceessss aanndd hheellpp wwiitthh aannyy ppaattiieenntt
ccoommmmuunniiccaattiioonnss yyoouu hhaavvee ttoo hhaannddllee..

TToo aaccttiioonn tthhiiss pplleeaassee eemmaaiill ::
jjooaannnnee@@hhaakkiimmggrroouupp..ccoo..uukk

From: Ben Hardy-Rollins ben.hardy-rollins@optix.co.uk
Subject: RE: optix bi remote access

Date: 29 March 2018 at 18:02
To: Zahir-Ally Kanji zahirkanji@hakimgroup.co.uk
Cc: zubair@hakimgroup.co.uk

Hi	Zahir
	
We	have	setup	your	remote	login	for	you.
	
VPN	Username	:	ZahirKanji
VPN	Password:	Hakim293
	
To	download	the	VPN	soEware	then	you	can	follow	this	link:
	
www.opGx.co.uk/opGxVPNclient.msi	
Once	installed,	then	it	will	appear	in	the	boMom	right	corner	of	the	desktop	near	the	clock	as
a	‘padlock’	icon.	If	you	use	the	credenGals	above	then	it	should	connect.
	
Once	this	is	installed	then	please	use	the	following	link	to	download	BI.
	
hMp://192.168.22.11/BIinstallaGon/Hakim_de022a11-ee36-48e2-bf3e-
98ba9e1655e5/publish.htm
	
once	this	has	been	installed	then	it	will	pop	up	with	the	box	below:
	

	
if	you	enter	the	following	details	and	click	the	‘remember	me’	box	then	it	should	require
these	details	again.
	
Roaming	username:	Hakimroam
Roaming	Password:	g75ery
	
You	will	then	be	able	to	login	with	the	BI	username	you	have	been	given	or	using	already	from
Zubair	and	the	team	at	Head	Office.		
	
If	you	have	any	issues	with	these	steps	or	need	any	help	then	please	do	contact	us	on	the
support	team.	We	are	open	8.30	–	6pm	Monday	to	Friday	and	9am	–	3pm	Saturday.
	
Please	be	aware	we	are	closed	Friday	30th	March	and	Monday	2nd	April	due	to	the	bank
holiday.
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For many of us, contact lens-generated income may 

be one of the few guaranteed revenue sources during 

this period of uncertainty, so it is essential we do all we 

can to service this group of patients to the best of our 

ability, whilst acknowledging current guidelines. We must 

do everything possible to ensure the continual supply 

of lenses to patients in order to minimize the number 

of dropouts, whilst maximizing our margins at every 

opportunity.

This emergency strategy document will address:

1 General strategy

2 Appointments and the sale and supply of CLs

3 Direct debit patients

4 Cash purchase CL patients

5 Restricted categories

6 Recalls

7 GDPR

8 Social media

1. General strategy

In line with NHSE, PHE and the Optical Confederation 

guidelines, wherever possible and for the foreseeable 

future, we must endeavor to minimize unnecessary contact 

with all patients in an attempt to preserve the wellbeing 

of all parties involved. This includes contact lens patients. 

That said, and until a complete lock down is enforced, we 

are essentially open for business as usual with additional 

hygiene measures in place. 

2. Appointments and the Sale and Supply 
of CLs

For as long as we are open, we have to offer (healthy) 

patients the access to contact lens appointments. However, 

in line with new guidance, we should be restricting these 

appointments to emergencies only wherever possible. With 

the relaxation of GOC guidance on the supply of contact 

lenses, as long as a patient has spectacle and contact lens 

prescription that are within two years, we should be okay 

to supply these patients with lenses without repercussion. 

This should essentially account for the vast majority of our 

contact lens patients. 

For those patients whose prescription(s) would ordinarily 

be out of date but where a delayed appointment poses 

less of a risk to the patient and your team than the risk of 

contamination by COVID-19, a clinician can make a clinical 

judgement call to supply lenses on the agreement that the 

patient attend for their check up as soon as the current 

health restrictions are lifted. A list of all these patients 

should be kept by every practice and detailed notes to this 

effect made on each of their clinical records. 

3. Direct debit patients

Practices are encouraged to:

CONTACT LENS STRATEGY
DURING COVID-19 OUTBREAK
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•  Put as many of your DD patients on home delivery as 

possible. This gives the patient peace of mind their 

contact lens and solution supply will be unaffected, with 

the added benefit of having it delivered direct to their 

doorstep. Practices can register with Adaro for free and 

many of the large CL companies have their own delivery 

options too. All the big Contact Lens companies have 

already ensured additional contact lens and solution 

stock are being held with Adaro to ensure the supply 

chain continues for as long as possible without 

interruption. After registering patients with Adaro, 

practices would then have to ensure they remove them 

off the respective supplier system (if applicable). This 

is also a great opportunity for practices to register their 

cash-purchase patients onto their contact lens package. 

Whilst there is a delivery charge by Adaro, this will 

hopefully give the patient added value during a difficult 

period, but it also gives the practice an opportunity to 

keep them on home delivery once times are better and 

the postage cost can be incorporated into their DD 

package. There are also great deals out there to be had 

to ensure we are maximizing our margins.

•  Ensure every DD drop-out is contacted to see if there 

is anything we can do help. This may be something as 

simple as refitting with a less-expensive lens, reducing 

the number of pairs per month. Often, patients aren’t 

even aware there has been a problem and the issue is a 

bank-related problem. 

•  We should also be consider contacting these patients 

to ensure their spectacles are up to date in the event 

we do have to close. Consider giving them additional 

discount to try and maximize your short-term cash flow.

4. Cash purchase CL patients

This group of patients should also be contacted to discuss:

• Advanced supply of lenses to ensure they have no supply 

issues over the coming months.

• Home delivery – many of the large CL suppliers will 

arrange home-delivery even for cash purchase only 

customers. The same can be done via Adaro at a small 

charge to the patient. 

• Up to date spectacles in case of temporary practice 

closure. Practices may consider offering this group of 

patients the same discount as those on the contact lens 

package in an attempt to drive sales and short-term cash 

flow.

• Registering on the practice contact lens package to 

regulate and ensure their deliveries, with home delivery 

included for the next few months.

Practices are urged to show this group of patients the same 

understanding and flexibility with recalls. As previously 

mentioned, a list of all patients that are due checkups 

should be kept. 

5. Restricted categories

Obviously, there will be some patients falling into the 

restricted categories that will need to collect or have their 

lenses delivered that are due checkups. Whilst the U16s do 

not fall into the ‘at risk’ categories and therefore could be 

offered appointments, we should still be offering them the 

option to collect/have delivered even if their prescription is 

out of date. Copious notes must be made on their clinical 

records and these patients must be at the top of our list to 

see once the health restrictions are lifted. We must however 

ensure that all lenses being sent to or collected by patients 

within the restricted categories are checked by a qualified 

member of our teams. Under16s must always have a 

guardian with them and the Chaperone policy would need 

to be followed For home deliveries this means the 

pre-delivery note must be checked against the CL 

prescription on Optix.

6. Recalls

As mentioned before, the GOC are temporarily relaxing 

their rules on the Sale and Supply of Spectacles (and CLs) 

to help limit the spread of the coronavirus by reducing the 

number of unnecessary appointments over the coming 

few months. Whist we have short term flexibility for certain 

patient, please ensure all patients understand this is only 

a temporary solution and normal regulations will resume 

within a matter of months. 
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7. GDPR

As with the GOC regulations around the sale and supply 

of CLs, GDPR will also be relaxed slightly to allow family 

members/friends to collect on behalf of our patients. That 

said, wherever possible please ensure we adhere to our 

usual GDPR standards to ensure the safety and security of 

our patients.

8. Social Media 

This is a perfect opportunity to advertise contact lenses on 

your social media. Whilst some of us may have quietened 

off, normal service WILL resume and what better way 

to kick start the resurrection with a healthy contact lens 

database. Use this time to train your teams and better 

their knowledge of the contact lens category. Ensure your 

current contact lens package offering is competitive and 

profitable. Look at other Cl-driven revenue sources that 

separate you from the herd, such as Ortho-K, myopia 

management and bespoke lens fitting. All the major 

contact lens suppliers have offered to do team training via 

webinars. 

If you need any further support, please contact:

• Neil Hilton on neil@hakimgroup.co.uk 07736 310339

• Paul Forsythe on paulforsythe@hakimgroup.co.uk
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ASKED QUESTIONS
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PEOPLE

Can team members at practice and HQ refuse to come 

into work due to concern around catching COVID-19?

We understand that, however low the risk, team members 

may become increasingly concerned given the amount of 

media coverage. However, unless someone displays the 

symptoms of the coronavirus illness, or have been advised 

by NHS 111 (or alternative regional contact) to self-isolate, 

they should attend work as normal.  If you live with others 

and you or one of them have symptoms of coronavirus, 

then all household members must stay at home and not 

leave the house for 14 days. The 14-day period starts 

from the day when the first person in the house became ill. 

Please contact the HR team on 01254 708422 if you need 

further guidance. 

What if a team member at practice decides not to 

self-isolate and continue to work in practice when they 

are showing the recommended symptoms?

We need to emphasise the importance of self-isolation and 

the impact that they could have on the rest of the team and 

the patients.  They must reaffirm the fact that they need to 

self-isolate as per the government guidelines. Please 

contact the HR team for further guidance.

Do team members require a doctor’s note for a period 

of self-isolation?

No.  Under normal circumstances absences up to 7 days 

can be self-certified.  If a team member has been advised 

by NHS 111 (or alternative regional contact) to self-isolate 

the recommended period of self-isolation is 7 days and 

team members will not be required to produce a doctor’s 

note for this period. If  you live with others and you or one 

of them have symptoms of coronavirus, then all household 

members must stay at home and not leave the house for 14 

days. The 14-day period starts from the day when the 

first person in the house became ill. Should the period of 

isolation go on beyond 14 days a doctor’s note should be 

obtained if required/possible.

If a team members child/dependent’s school has been 

closed in response to COVID-19 risk, can they take time 

off to provide care?

We should support team members to take a period of either 

paid holiday or emergency unpaid leave, as they choose, 

to care for a dependent in the event of a school/nursery 

closure.  Absence for carer leave as per our existing poli-

cies would not normally be taken into consideration when 

looking at absence levels.

Coronavirus practice
& hq guidance

FREQUENTLY ASKED QUESTIONS
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If a team members child/dependent has been told they 

have been in contact with someone who has travelled 

from a high-risk area/been diagnosed with COVID-19 

and they need to self-isolate how can they take leave to 

provide care?

We should support team members to take a period of leave 

to care for a dependent who has been advised by NHS 111 

(or alternative regional contact) to self-isolate.  Please 

discuss the individual circumstances with HR. Any period 

of absence where the colleague needs time off to care for 

a dependent advised to self-isolate would not be taken into 

consideration when looking at absence levels.  

What are the rules on absence/leave if a team member 

is diagnosed with COVID-19?

Any team member who has been diagnosed with COVID-19 

and has followed normal absence reporting procedures 

will be paid statutory sick pay. Any period of illness due to 

COVID-19 would not be taken into account when 

considering absence levels.

What are the rules on absence/leave if a team member 

has not travelled to/from a high-risk area or come into 

contact with COVID-19, but is worried they are at higher 

risk of infection?

Where a team member or, someone they live with is at 

increased risk and has been showing symptoms of the virus 

or is being medically advised by NHS 111 (or alternative 

regional contact) to self-isolate, the medical advice must be 

followed. All household members must stay at home and 

not leave the house for 14 days. The 14-day period starts 

from the day when the first person in the house became ill 

and SSP will be paid

What happens if there is an outbreak of COVID-19 in 

HG HQ or in a practice in terms of working 

arrangements?

We would follow the medical and government advice and 

we will put arrangements in place for team members to 

work from an alternative location (if possible) or from home 

(HG HQ team members) as appropriate to the situation and 

location where possible.  As you would be at work, you 

would be paid as normal. 

I have been feeling unwell should I self-isolate, will I be 

paid?

The most common symptoms of coronavirus (COVID-19) 

are recent onset of a new continuous cough and/or high 

temperature. If you have these symptoms, however mild, 

stay at home and do not leave your house for 7 days from 

when your symptoms started. If you live with others and 

you or one of them have symptoms of coronavirus, then all 

household members must stay at home and not leave the 

house for 14 days. The 14-day period starts from the day 

when the first person in the house became ill. During the 

period of self-isolation normal SSP rules will apply.  

What financial support is available for practices and 

team members?

We have seen the government introduce support measures 

during this crisis

• lower interest rates to 0.1% 

•  SSP available from Day 1 of sickness absence

Other options are:

• Speak to mortgage lenders to defer mortgage 

repayments. 

• Check if insurance policies will cover / would be 

applicable to cover  

There is more support we are expecting and we will provide 

further information as this is available.

The Chancellor has set out a package of measures to 

support businesses including:
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If a team members child/dependent has been told they 

have been in contact with someone who has travelled 

from a high-risk area/been diagnosed with COVID-19 

and they need to self-isolate how can they take leave to 

provide care?

We should support team members to take a period of leave 

to care for a dependent who has been advised by NHS 111 

(or alternative regional contact) to self-isolate.  Please 

discuss the individual circumstances with HR. Any period 

of absence where the colleague needs time off to care for 

a dependent advised to self-isolate would not be taken into 

consideration when looking at absence levels.  

What are the rules on absence/leave if a team member 

is diagnosed with COVID-19?

Any team member who has been diagnosed with COVID-19 

and has followed normal absence reporting procedures 

will be paid statutory sick pay. Any period of illness due to 

COVID-19 would not be taken into account when 

considering absence levels.

What are the rules on absence/leave if a team member 

has not travelled to/from a high-risk area or come into 

contact with COVID-19, but is worried they are at higher 

risk of infection?

Where a team member or, someone they live with is at 

increased risk and has been showing symptoms of the virus 

or is being medically advised by NHS 111 (or alternative 

regional contact) to self-isolate, the medical advice must be 

followed. All household members must stay at home and 

not leave the house for 14 days. The 14-day period starts 

from the day when the first person in the house became ill 

and SSP will be paid

What happens if there is an outbreak of COVID-19 in 

HG HQ or in a practice in terms of working 

arrangements?

We would follow the medical and government advice and 

we will put arrangements in place for team members to 

work from an alternative location (if possible) or from home 

(HG HQ team members) as appropriate to the situation and 

location where possible.  As you would be at work, you 

would be paid as normal. 

I have been feeling unwell should I self-isolate, will I be 

paid?

The most common symptoms of coronavirus (COVID-19) 

are recent onset of a new continuous cough and/or high 

temperature. If you have these symptoms, however mild, 

stay at home and do not leave your house for 7 days from 

when your symptoms started. If you live with others and 

you or one of them have symptoms of coronavirus, then all 

household members must stay at home and not leave the 

house for 14 days. The 14-day period starts from the day 

when the first person in the house became ill. During the 

period of self-isolation normal SSP rules will apply.  

What financial support is available for practices and 

team members?

We have seen the government introduce support measures 

during this crisis

• lower interest rates to 0.1% 

•  SSP available from Day 1 of sickness absence

Other options are:

• Speak to mortgage lenders to defer mortgage 

repayments. 

• Check if insurance policies will cover / would be 

applicable to cover  

There is more support we are expecting and we will provide 

further information as this is available.

The Chancellor has set out a package of measures to 

support businesses including:
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• a statutory sick pay relief package for SMEs

• a 12-month business rates holiday for all retail, 

businesses in England

• small business grant funding of £10,000 for all business 

in receipt of small business rate relief or rural rate relief

• grant funding of £25,000 for retail businesses with 

property with a rateable value between £15,000 and 

£51,000

• the Coronavirus Business Interruption Loan Scheme 

offering loans of up to £5 million for SMEs through the 

British Business Bank

• a new lending facility from the Bank of England to 

help support liquidity among larger firms, helping 

them bridge coronavirus disruption to their cash flows 

through loans

• the HMRC Time To Pay Scheme

Full details can be found at the back of this pack

How much will I be paid on SSP?

The standard weekly rate for SSP is £94.25 a week. 

Currently £94.25

From April £95.85

(Regardless of no. days worked per week.)

SSP Qualifying Period

• As of 13.03.2020 - Sick pay will start from day 1

• SSP evidence will be available to get from NHS 111 

Online (Currently under development, will be available 

soon)

SSP Eligibility

• Earns over £118 per week

• Has done some work under their employment contract

OPERATIONAL 

What should we and department heads be doing?

They should be reading and following the Business 

Continuity Advice and guidance.  Every team should have 

effective business continuity plans in place. Please update 

your plans and as a matter of course ask all team members 

who could work remotely if needed to take their laptops 

and chargers home, with alternative arrangements in place 

if they work from a desktop (HG HQ).

If a team member has gone on holiday and, during that 

time, has been placed in quarantine or had to self-

isolate whilst abroad, can they reschedule their annual 

leave? 

We need to support all team members to act responsibly 

at all times. We will look at this on a case by case basis. 

Please contact the HR team on 01254 708422 and speak to 

Shafiq Ahmed

In the event of partial country lockdown?

In the most recent update for certain categories, the

government has stepped up measures. Please continue to 

remain updated through the government updates via the 

NHS website https://www.nhs.uk/conditions/coronavi-

rus-covid-19/. If you think that any of this does affect you 

then please discuss with your Shark.

If I care for someone with underlying health issues, but I 

do not have any symptoms?

Under the current guidelines and correct as of today, if you 

do not have any symptoms then the government advice 

is to continue with normal daily routine. This may differ in 

Scotland, Wales, ROI, Isle of Man, therefore we do recom-

mend keeping a close watch for advice on

https://www.gov.uk/guidance/coronavirus-covid-19-infor-

mation-for-the-public

V2.0 - March 2020



57

• a statutory sick pay relief package for SMEs

• a 12-month business rates holiday for all retail, 

businesses in England

• small business grant funding of £10,000 for all business 

in receipt of small business rate relief or rural rate relief

• grant funding of £25,000 for retail businesses with 

property with a rateable value between £15,000 and 

£51,000

• the Coronavirus Business Interruption Loan Scheme 

offering loans of up to £5 million for SMEs through the 

British Business Bank

• a new lending facility from the Bank of England to 

help support liquidity among larger firms, helping 

them bridge coronavirus disruption to their cash flows 

through loans

• the HMRC Time To Pay Scheme

Full details can be found at the back of this pack

How much will I be paid on SSP?

The standard weekly rate for SSP is £94.25 a week. 

Currently £94.25

From April £95.85

(Regardless of no. days worked per week.)

SSP Qualifying Period

• As of 13.03.2020 - Sick pay will start from day 1

• SSP evidence will be available to get from NHS 111 

Online (Currently under development, will be available 

soon)

SSP Eligibility

• Earns over £118 per week

• Has done some work under their employment contract

OPERATIONAL 

What should we and department heads be doing?

They should be reading and following the Business 

Continuity Advice and guidance.  Every team should have 

effective business continuity plans in place. Please update 

your plans and as a matter of course ask all team members 

who could work remotely if needed to take their laptops 

and chargers home, with alternative arrangements in place 

if they work from a desktop (HG HQ).

If a team member has gone on holiday and, during that 

time, has been placed in quarantine or had to self-

isolate whilst abroad, can they reschedule their annual 

leave? 

We need to support all team members to act responsibly 

at all times. We will look at this on a case by case basis. 

Please contact the HR team on 01254 708422 and speak to 

Shafiq Ahmed

In the event of partial country lockdown?

In the most recent update for certain categories, the

government has stepped up measures. Please continue to 

remain updated through the government updates via the 

NHS website https://www.nhs.uk/conditions/coronavi-

rus-covid-19/. If you think that any of this does affect you 

then please discuss with your Shark.

If I care for someone with underlying health issues, but I 

do not have any symptoms?

Under the current guidelines and correct as of today, if you 

do not have any symptoms then the government advice 

is to continue with normal daily routine. This may differ in 

Scotland, Wales, ROI, Isle of Man, therefore we do recom-

mend keeping a close watch for advice on

https://www.gov.uk/guidance/coronavirus-covid-19-infor-

mation-for-the-public
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What if someone becomes unwell at work?

Immediately inform either your Shark, Fish or contact HR at 

HG HQ.  If someone becomes unwell in the workplace with 

coronavirus symptoms, they should:

• get at least 2 metres (7 feet) away from other people

•  go to a room or area behind a closed door, such as a 

sick bay or staff office

•  avoid touching anything

•  cough or sneeze into a tissue and put it in a bin, or if 

they do not have tissues, cough and sneeze into the 

crook of their elbow

•  use a separate bathroom from others, if possible

The unwell person should either:

•  Be allowed to go home and self-isolate for 7 days

•  call 111, for NHS advice and call 999, if they’re seriously 

ill or injured or their life is at risk

Employment Support Allowance

• We will issue an SSP1 form asap to let the employee 

know they don’t qualify for SSP.

• Government rules state no doctor’s fit note will be 

required for coronavirus related claims.

• They can claim up to a month’s advance without 

attending a jobcentre.

• Payable from day 1 – Don’t need to wait 7 days.

• People will need to follow the “How to claim” guidance 

here https://www.gov.uk/employment-support-

allowance/how-to-claim

What financial support is available for team members 

and practices?

We have seen the government introduce support measures 

during this crisis

•  lower interest rates to 0.1% 

•  SSP available from Day 1 of sickness absence

Other options are:

•  Speak to mortgage lenders to defer mortgage 

repayments. 

•  Check if insurance policies will cover / would be 

applicable to cover  

The Chancellor has set out a package of measures to 

support businesses including:

• a statutory sick pay relief package for SMEs

• a 12-month business rates holiday for all retail, 

businesses in England

• small business grant funding of £10,000 for all business 

in receipt of small business rate relief or rural rate relief

• grant funding of £25,000 for retail businesses with 

property with a rateable value between £15,000 and 

£51,000

• the Coronavirus Business Interruption Loan Scheme 

offering loans of up to £5 million for SMEs through the 

British Business Bank

• a new lending facility from the Bank of England to 

help support liquidity among larger firms, helping 

them bridge coronavirus disruption to their cash flows 

through loans

• the HMRC Time To Pay Scheme

Full details can be found in ‘Other supporting 

documents.’
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This guidance may vary by practice but will give you an 

idea of how we would support each scenario during a 

practice closure or a patient isolation.

Scenario 1

If a patient suspects that they may have COVID-19 either 

during initial contact or during consultation at the prac-

tice, or this is identified by a team member based on 

questioning

•  Contingency already in place based on NHS guidelines 

– (COVID-19) standard operating procedures, which is 

to identify, isolate and contain. 

•  Practice team members to follow protocols built into the 

standard operating procedures and abide by the post 

transfer actions.

Scenario 2

If a practice has to close due to a full country Lock Down 

or following a Coronavirus incident as advised by the 

Health Protection team, or by other authorised source 

(HQ, or FODO)

• Action 1 - The Practice Shark needs to contact the 

practice buddy, Nick Lowe or Imran in the first instance.  

Provide details of anticipated closure period and 

disruption to practice trading.

• Action 2 - Shark / Fish to brief the team on details of 

closure and ongoing arrangements for further contact 

with each team member. During this time you may want 

to make arrangements for daily updates with your Team 

to give them the latest information and allow them to 

raise queries.

• Action 3 - If team members have to self-isolate for up 

to two weeks, share instructions with the team from 

NHS site https://www.nhs.uk/conditions/coronavirus-

covid-19/self-isolation-advice/

• Action 4 - Highlight holiday / time off & pay 

arrangements with practice team and Locums. This will 

need discussion with Imran, Shaf or Practice Buddy to 

ensure the process is followed

• Action 5 - Practice to contact facilities to divert calls to 

nominated number

• Action 6 - Shark to contact Operations team to gain 

remote access to the practice diary (Optix)

• Action 7 - Place temporary closure sign (see attached 

documents) on the front doors and contact the Digital 

team to add a notice on the practice website

Follow up

• Action - Shark to monitor situation during closure and 

update Practice buddy

• Action - HG HQ to provide further advice to Shark and 

team as this becomes available 

• Action - The practice Shark is to contact the practice 

buddy, Nick Lowe or Imran if an instruction is given to 

re-open

Once permission is given to reopen, then cancel divert calls 

and amend website message.

We need to ensure that our Patients still have access to 

Professional and Clinical guidance in the event of a closure 

so that we are fulfilling are responsibilities from a GOS con-

tract perspective as well as for the Patient.

ACTION PLAN
PRACTICE CONTINGENCY
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Example of letter being sent all landlords across the HG Estate

Dear Landlord,

As local opticians, we aren’t mere retailers of glasses and contact lenses. We are in fact NHS contracted primary care service 

providers, in much the same way that GP practices are. This means that we have a wider duty of care to our patients and in 

times like these, especially the elderly. As such, irrespective of the downturn in retail trade, we have an obligation to remain 

open for patients save where it is impossible for us to do so, so that we can continue to provide necessary eyecare and 

eyewear. 

That role will be absolutely vital given the rapidly increasing pressure on hospitals, who may well be forced to pass patients 

to us in order to relieve pressure on frontline NHS staff and facilities. This will allow them to focus on the crisis in the hospital 

wards, which, in turn, will help reduce the number of deaths as a consequence of this pandemic. This is not about commerce, 

it is about basic humanity and looking after our elderly and loved ones.

During this period of disruption, our focus will be on taking care of the elderly who will be self-isolating and even more reliant 

on their senses. They will have less social contact and under these conditions they will be more reliant on their sight to remain 

independent. 

Accordingly, we have no real alternative but to seek your support by looking to agree a rent payment holiday of 3 months, with 

immediate effect, to allow us to remain open and continue serving our community and country at large. 

We recognise that this is not ideal and that landlords are entitled to their rent, but we shall look to resume rental payments 

even earlier if the market and health impact is less than the Government currently anticipates.

We are grateful for your understanding in what are exceptional times.

Wishing you and your loved ones all the best as we get through this together

[Yours faithfully/sincerely – depending on if we are using their names above – former if we don’t, latter if we do]

LETTER TO LANDLORDS
SEEKING RENT HOLIDAY
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B: If you DO have VoIP through Optix

As explained previously, in the event of a shop closure, all 

practice calls will need to be diverted to a person of choice. 

Please refer to the guide at the end of this document to 

see how this is done. In short, the way we are doing this is 

by downloading an Optix app on our mobiles called 3CX 

and when it is all set up, your mobile will act just like your 

reception phone.

 

This is very important – We will need the extension number 

of your MAIN reception handset, where all the incoming 

calls from patients come through. You can find this by 

picking up the phone from the base and there should be a 

5 digit number on the screen, for example, my extension 

at HQ is 27143. If you have a cordless phone as your 

reception phone, the 5 digit number will also be shown on 

the home screen.

 

The second thing we need, and this is just as important, 

is the email address (ideally accessible from your mobile) 

of the person who the calls are being forwarded to. This 

can be more than one person if you want the responsibility 

shared. Please come back to me with those two bits of 

information as soon as possible.

C: If you DO HAVE VoIP phones but by 
another provider

You will need to ring your provider and follow their 

instructions as most providers have a slightly different set 

of directions.

 

If you have issues with any of the above, please contact 

Tommy (07494150234) or Muzza (07545775429). 

All practices in the event of a shop closure will need to 

divert their landline to a number, or numbers of choice, 

to receive any incoming calls from patients. However, 

whether you have VoIP phones or not changes the 

process of doing this.

A: If you DO NOT HAVE VoIP phones

This would be better done from the practice, as you will 

know the provider and number that it needs to be diverted 

to.

All that needs to be done is to call the telecoms provider 

and say you need to divert the landline to a mobile for a 2 

weeks/1 month/3 month period, whatever you prefer.

If you have a BT Featureline
 

To turn ON the divert:

On your main handset:

• Press *21*

• Press 9

• Dial the number you wish to divert to

• Press #

 

To turn OFF the divert:

On your main handset:

• Press #21#

FORWARDING PRACTICE CALLS
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2 Skip to section 3 on the email and follow the 

instructions to download the app.

3 Once downloaded, open the email on your phone and 

open the attachment that starts with ‘3cvProv…’. 

4 This will then ask you which app you want to open the 

file with and you should click ‘copy to 3CX’. 

If you have VoIP through Optix 

1 Optix will be sending you an email with the subject 

‘Welcome to 3CX!’ with your phone extension details on 

once you have sent me the details in section B.
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2 Skip to section 3 on the email and follow the 

instructions to download the app.

3 Once downloaded, open the email on your phone and 

open the attachment that starts with ‘3cvProv…’. 

4 This will then ask you which app you want to open the 

file with and you should click ‘copy to 3CX’. 

If you have VoIP through Optix 

1 Optix will be sending you an email with the subject 

‘Welcome to 3CX!’ with your phone extension details on 

once you have sent me the details in section B.

V2.0 - March 2020

From this point, when your phone extension rings, so will 

your mobile. You can likewise make outbound calls the 

same way.

 

Just like the handsets on your desks, you are able to 

transfer, hold and conference calls.

5 This should then automatically open the 3CX app, log 

you in and be set up ready to use.
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LATEST UPDATE
FROM THE TREASURY

 

 

  

HHooww  ttoo  aacccceessss  ggoovveerrnnmmeenntt  ffiinnaanncciiaall  ssuuppppoorrtt  iiff  yyoouu  
oorr  yyoouurr  bbuussiinneessss  hhaass  bbeeeenn  aaffffeecctteedd  bbyy  CCOOVVIIDD--1199     

 

  
    

On 17 March, the Chancellor announced an unprecedented package of government-backed 
and guaranteed loans to support businesses, making available an initial £330bn of guarantees 
– equivalent to 15% of GDP.  
 
This was on top of a series of measures announced at Budget 2020, the government announced 
£30 billion of additional support for public services, individuals and businesses experiencing 
financial difficulties because of COVID-19, including a new £5 billion COVID-19 Response Fund, 
to provide any extra resources needed by the NHS and other public services to tackle the virus. 
 
The government will take new legal powers in the COVID-19 Bill, enabling it to offer whatever 
further financial support it thinks necessary to support businesses. 
 
TThhiiss  ddooccuummeenntt  sseettss  oouutt  ffuurrtthheerr  iinnffoorrmmaattiioonn  oonn  hhooww  yyoouu  oorr  yyoouurr  bbuussiinneessss  ccaann  aacccceessss  iiff  yyoouu  aarree  
eexxppeerriieenncciinngg  ffiinnaanncciiaall  ddiiffffiiccuullttiieess  bbeeccaauussee  ooff  CCOOVVIIDD--1199..  
 
If you want the latest information on the government’s COVID-19 Action Plan you can go 
here: gov.uk/government/publications/coronavirus-action-plan 
 
If you want more information about the situation in the UK, along with guidance for what to 
do if you think you’re at risk:  

 
o Visit nhs.uk/conditions/coronavirus-covid-19/ for information about the virus and 

how to protect yourself  
o Use the NHS 111 online coronavirus service to check if you need medical help  
o Visit gov.uk/guidance/coronavirus-covid-19-information-for-the-public for more 

information 
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IINNFFOORRMMAATTIIOONN  FFOORR  IINNDDIIVVIIDDUUAALLSS  
 
IIff  yyoouu  tthhiinnkk  yyoouu  aarree  eennttiittlleedd  ttoo  SSttaattuuttoorryy  SSiicckk  PPaayy  ((SSSSPP)),,  pplleeaassee  rreeaadd  tthhee  ffoolllloowwiinngg  iinnffoorrmmaattiioonn::  
You can get £94.25 per week Statutory Sick Pay (SSP) if you’re too ill to work. It’s paid by your 
employer for up to 28 weeks. 
 
IIff  yyoouu  aarree  sseellff--iissoollaattiinngg  bbeeccaauussee  ooff  CCOOVVIIDD--1199: From 13 March, you can now claim SSP. This 
includes individuals who are caring for people self-isolating in the same household and 
therefore have been advised to do a household quarantine. To check your sick pay entitlement, 
you should talk to your employer, and visit https://www.gov.uk/statutory-sick-pay for more 
information. 
 
• WWhheenn  ddooeess  SSSSPP  aappppllyy??  The government is legislating for SSP to be paid from day 1, rather 

than day 4, of your absence from workif you are absent from work due to sickness or need 
to self-isolate caused by COVID-19. Once the legislation has been passed, this will apply 
retrospectively from 13 March. You should talk to your employer if you are eligible for SSP 
and need to claim.  
 

• DDoo  II  nneeeedd  aa  ssiicckk  nnoottee? From Friday 20 March onwards, those who have COVID-19 or are 
advised to self-isolate will be able to obtain an “isolation note” by visiting NHS 111 online 
and completing an online form, rather than visiting a doctor. For COVID-19 cases this 
replaces the usual need to provide a “fit note” after seven days of sickness absence. Isolation 
notes will also be accepted by Jobcentre Plus as evidence of your inability to attend. 

 
• WWhhaatt  iiff  II  aamm  sseellff--eemmppllooyyeedd  oorr  nnoott  eelliiggiibbllee  ffoorr  SSSSPP?? If you are not eligible for SSP – for 

example if you are self-employed or earning below the Lower Earnings Limit of £118 per 
week – and you have COVID-19 or are advised to self-isolate, you can now more easily make 
a claim for Universal Credit (UC) or new style Employment and Support Allowance. For more 
information on how to claim, please visit https://www.gov.uk/universal-credit and 
https://www.gov.uk/guidance/new-style-employment-and-support-allowance.  

 
• WWhhaatt  iiff  II  aamm  sseellff--eemmppllooyyeedd  aanndd  rreecceeiivviinngg  UUnniivveerrssaall  CCrreeddiitt?? If you are self-employed and 

receiving Universal Credit and you have COVID-19 or are advised to self-isolate, the 
requirements of the Minimum Income Floor will be temporarily relaxed. This change took 
effect on 13 March and will last for the duration of the outbreak, to ensure that self-
employed UC claimants will receive support.  

 
If you need to claim Universal Credit but have COVID-19 or are self-isolating, you will now 
be able to claim and to access advance payments upfront without needing to attend a 
Jobcentre Plus. Please visit https://www.gov.uk/universal-credit for more information. 
 
If you need to claim Universal Credit but have COVID-19 or are self-isolating, you will now 
be able to claim and to access advance payments upfront without needing to attend a 
Jobcentre Plus. Please visit https://www.gov.uk/universal-credit for more information. 
 
If you are eligible for new style Employment and Support Allowance, it will now be payable 
from day 1 of sickness, rather than day 8, if you have COVID-19 or are advised to self-isolate. 
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IIff  yyoouu  tthhiinnkk  yyoouu  mmaayy  nneeeedd  ffiinnaanncciiaall  ssuuppppoorrtt  ffrroomm  yyoouurr  LLooccaall  AAuutthhoorriittyy  iinn  EEnnggllaanndd,,  yyoouu  mmaayy  bbee  
eennttiittlleedd  ttoo  ssuuppppoorrtt  ffrroomm  tthhee  ££550000  mmiilllliioonn  HHaarrddsshhiipp  FFuunndd::  
  
• Most of this funding will be used to provide more Council Tax relief, either through 

existing Local Council Tax Support schemes, or through similar measures.  
 

• The Ministry for Housing, Communities and Local Government (MHCLG) will set out more 
detail on this funding, including allocations, shortly. 

 
• If you have any questions, please contact your Local Authority. 

 
IIff  yyoouu  aarree  eexxppeerriieenncciinngg  ffiinnaanncciiaall  ddiiffffiiccuullttiieess  mmeeeettiinngg  yyoouurr  mmoorrttggaaggee  rreeppaayymmeennttss  bbeeccaauussee  ooff  
CCOOVVIIDD--1199,,  yyoouu  mmaayy  bbee  eennttiittlleedd  ttoo  aa  mmoorrttggaaggee  oorr  rreennttaall  hhoolliiddaayy  ffoorr  33  mmoonntthhss..  TThhiiss  iinncclluuddeess  iiff  
yyoouu  aarree  aa  llaannddlloorrdd  wwhhoossee  tteennaannttss  aarree  eexxppeerriieenncciinngg  ffiinnaanncciiaall  ddiiffffiiccuullttiieess  bbeeccaauussee  ooff  CCOOVVIIDD--1199..  
IIff  yyoouu  aarree  aa  tteennaanntt  eexxppeerriieenncciinngg  ffiinnaanncciiaall  ddiiffffiiccuullttiieess  bbeeccaauussee  ooff  CCOOVVIIDD--1199,,  tthhee  ggoovveerrnnmmeenntt  
wwiillll  eennssuurree  yyoouu  ddoo  nnoott  ffaaccee  tthhee  tthhrreeaatt  ooff  eevviiccttiioonn  ffoorr  aatt  lleeaasstt  33  mmoonntthhss::  
  
• The government has agreed with mortgage lenders that they will offer repayment holidays 

of 3 months to households in financial difficulty due to COVID-19. 
 

• This will also apply to landlords whose tenants are experiencing financial difficulties 
because of COVID-19. 
 

• The offer of a payment holiday can be made available to customers who are up to date 
with payments and not already in arrears.  
 

• Customers who are concerned about their current financial situation should contact their 
lender at the earliest possible opportunity to discuss if this is a suitable option for them. 

 
• Emergency legislation will be taken forward so that landlords will not be able to start 

proceedings to evict tenants for at least a 3 month period. This applies to private and 
social renters. 

 
• At the end of this period, landlords and tenants will be expected to work together to 

establish an affordable repayment plan, taking into account tenants’ individual 
circumstances. 

 
IIff  yyoouu  aarree  eexxppeerriieenncciinngg  ddiiffffiiccuullttiieess  ppaayyiinngg  bbaacckk  ppeerrssoonnaall  llooaannss  oorr  ccrreeddiitt  ccaarrdd  bbiillllss  aass  aa  rreessuulltt  ooff  
CCOOVVIIDD--1199,,  yyoouu  sshhoouulldd  rreeaadd  tthhee  ffoolllloowwiinngg  iinnffoorrmmaattiioonn::  
  
• The Financial Conduct Authority (FCA) called on lenders to use flexibility built into their 

rules to support consumers, taking into account customers’ individual circumstances. 
Many major lenders have already made statements to this effect. 
 

• If you are experiencing difficulties paying back loans or credit card bills because of COVID-
19, you should talk to your lender. 

 
• If you agree a payment holiday with your lender, they should record these in such a way 

that will not impact on your credit score. 
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IINNFFOORRMMAATTIIOONN  FFOORR  BBUUSSIINNEESSSSEESS  
 
IIff  yyoouu  aarree  aa  ssmmaallll--  oorr  mmeeddiiuumm--ssiizzeedd  bbuussiinneessss,,  yyoouu  mmaayy  bbee  eennttiittlleedd  ttoo  rreeccllaaiimm  tthhee  ccoossttss  ooff  
SSttaattuuttoorryy  SSiicckk  PPaayy  ((SSSSPP))  ffoorr  ssiicckknneessss  aabbsseennccee  dduuee  ttoo  CCOOVVIIDD--1199::  
  
• This refund will cover up to two weeks’ SSP per eligible employee who are either ill or been 

told to self-isolate because of COVID-19. This is in line with the recommended isolation 
period. Guidance on self-isolation can be found here:  www.nhs.uk/conditions/coronavirus-
covid-19. 
 

• Employers with fewer than 250 employees will be eligible. The size of an employer will be 
determined by the number of people they employed as of 28 February 2020. 

 
• Employers will be able to reclaim expenditure for any employee who has claimed SSP 

(according to the new eligibility criteria) as a result of COVID-19. 
 
• Employers should maintain records of staff absences, but employees will not need to provide 

a GP fit note. 
 
• The eligible period for the scheme began on 13 March. 
 
• The government will work with employers over the coming months to set up the repayment 

mechanism for employers as soon as possible. Existing systems are not designed to facilitate 
employer refunds for SSP. 
 

SSoommee  bbuussiinneesssseess,,  iinncclluuddiinngg  nnuurrsseerriieess,,  iinn  EEnnggllaanndd  wwiillll  bbee  eelliiggiibbllee  ffoorr  aa  BBuussiinneessss  RRaatteess  hhoolliiddaayy  ffoorr  
11  yyeeaarr  ffrroomm  11  AApprriill  22002200::  
  
• If you are currently receiving the retail discount for your Business Rates bill, you will receive 

a revised bill with 100% relief shortly. 
 

• If your business occupies a property in the retail sector with a rateable value of £51,000 or 
more, or if your business occupies a property in the leisure or hospitality sectors you may 
also be eligible for the 100% discount on your business rates bill. 

 
• You will shortly hear from your Local Authority. If you have any questions, you should 

contact your Local Authority. 
 

• If you are a nursery, you will be entitled to the 100% relief for the next year. You should 
contact your Local Authority for more information.  

 
• Guidance for Local Authorities will be published by MHCLG by 20 March.  
 
IIff  yyoouurr  bbuussiinneessss  iiss  eelliiggiibbllee  ffoorr  ssmmaallll  bbuussiinneessss  rraattee  rreelliieeff  oorr  rruurraall  rraattee  rreelliieeff  iinn  EEnnggllaanndd,,  yyoouu  aarree  
eennttiittlleedd  ttoo  aa  oonnee--ooffff  ccaasshh  ggrraanntt  ooff  ££1100,,000000:: 
 
• If your business is in the retail, hospitality or leisure sector in England, then you may also be 

entitled to a cash grant. If you have a property with a rateable value of less than £15,000 
then you will be entitled to a grant of £10,000, whether or not you are entitled to small 
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business rate relief or rural rate relief. If you have a property with a rateable value of between 
£14,999 and £51,000 then you will be entitled to a cash grant of £25,000.  

 
• The Department for Business, Energy and Industrial Strategy (BEIS) will provide guidance for 

Local Authorities on how to administer these grants shortly. 
 
• If you are an eligible business, your Local Authority will then be in touch in the coming 

weeks to provide details of how to claim this money. 
 
IIff  yyoouurr  ssmmaallll--oorr  mmeeddiiuumm--ssiizzeedd  bbuussiinneessss  iinn  EEnnggllaanndd  iiss  ffaacciinngg  ccaasshh  ffllooww  iissssuueess  aass  aa  rreessuulltt  ooff  
CCOOIIVVDD--1199,,  pplleeaassee  rreeaadd  tthhee  ffoolllloowwiinngg  iinnffoorrmmaattiioonn::  
  
• A new temporary Coronavirus Business Interruption Loan Scheme, delivered by the British 

Business Bank, will launch at the start of next week to support businesses to access bank 
lending and overdrafts.  
 

• The government will provide lenders with a partial guarantee of 80% on each loan to give 
lenders further confidence in continuing to provide finance to SMEs.  

 
• The government will not charge businesses or banks for this guarantee, and the Scheme will 

support loans of up to £5 million in value. The first 6 months of these loans will be interest-
free, as the Government will cover these payments.  

 
• Businesses will be able to get finance under the scheme from a large number of providers, 

including the main high street banks, as of next week. 
 
• Businesses will remain responsible for repaying any facility they take out.  
 
• For further information, please visit: https://www.british-business-

bank.co.uk/ourpartners/coronavirus-business-interruption-loan-scheme-cbils/. 
 

IIff  yyoouu  aarree  aa  llaarrggee  bbuussiinneessss  ffaacciinngg  ccaasshh  ffllooww  iissssuueess  aass  aa  rreessuulltt  ooff  CCOOIIVVDD--1199,,  yyoouu  mmaayy  wwaanntt  ttoo  
rreeaadd  tthhee  ffoolllloowwiinngg  iinnffoorrmmaattiioonn::  
  
• Companies commonly sell short term debt (‘commercial paper’) to the market. This is a 

quick and cost effective to raise working capital.  
 
• The new COVID-19 Corporate Financing Facility means that the Bank of England will buy 

short term debt from companies. 
 
• This will support companies which are fundamentally strong, but have been affected by a 

short-term funding squeeze, enabling them to continue financing their short-term liabilities. 
It will also support corporate finance markets overall and ease the supply of credit to all 
firms. 

 
• Further details can be found here in the exchange of letters between the Governor of the 

Bank of England and the Chancellor, found here:  
https://www.gov.uk/government/publications/launch-of-covid-19-corporate-financing-
facility-ccff. 
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IIff  yyoouu  aarree  sseellff--eemmppllooyyeedd  oorr  oowwnn  aa  bbuussiinneessss  aanndd  yyoouu  aarree  ccoonncceerrnneedd  aabboouutt  nnoott  bbeeiinngg  aabbllee  ttoo  ppaayy  
yyoouurr  ttaaxx  bbiillllss  bbeeccaauussee  ooff  CCOOVVIIDD--1199,,  yyoouu  mmaayy  bbee  eelliiggiibbllee  ffoorr  ssuuppppoorrtt  tthhrroouugghh  HHeerr  MMaajjeessttyy’’ss  
RReevveennuuee  aanndd  CCuussttoommss’’  ((HHMMRRCC))  TTiimmee  ttoo  PPaayy  sseerrvviiccee::  
  
• If you think you or your business is eligible for support through Time to Pay, you can call 

the following helpline number to get practical help and advice: 0800 0159 559. 
 

• These arrangements are agreed on a case-by-case basis and are tailored to individual 
circumstances and liabilities.  

 
• For more information, please check the HMRC site here: 

https://www.gov.uk/government/news/tax-helpline-to-support-businesses-affected-by-
coronavirus-covid-19. 

 
IIff  yyoouu  oowwnn  aa  ppuubb  tthhaatt  sseerrvveess  ffoooodd  oorr  aa  rreessttaauurraanntt  iinn  EEnnggllaanndd,,  yyoouu  wwiillll  bbee  aabbllee  ttoo  ooppeerraattee  aa  hhoott  
ffoooodd  ttaakkeeaawwaayy  ttoo  sseerrvvee  ppeeooppllee  ssttaayyiinngg  aatt  hhoommee,,  wwiitthhoouutt  ggooiinngg  tthhrroouugghh  tthhee  uussuuaall  ppllaannnniinngg  
pprroocceessss::  
  

• The Ministry for Housing, Communities and Local Government (MHCLG) will shortly 
legislate to bring forward a temporary Permitted Development Right to allow for change 
of use from A3 (Restaurant) and A4 (Pub) to A5 (Hot Food Takeaway). 
 

• The intention is that once the legislation has come into force a pub or restaurant will be 
able to notify their Local Authority that they are now operating as a takeaway without 
any prior approval.  

 
IIff  yyoouu  ccoonnttrraacctt  yyoouurr  sseerrvviicceess  ttoo  llaarrggee--  oorr  mmeeddiiuumm--ssiizzeedd  oorrggaanniissaattiioonnss  oouuttssiiddee  ooff  tthhee  ppuubblliicc  sseeccttoorr  
yyoouu  sshhoouulldd  rreeaadd  tthhee  ffoolllloowwiinngg  iinnffoorrmmaattiioonn::  
  

• The government announced on 17 March that the reform to the off-payroll working 
rules (commonly known as IR35) - that would have applied for people contracting their 
services to large or medium-sized organisations outside the public sector - will be 
delayed for one year from 6 April 2020 until 6 April 2021. 
 

• Business and individuals do not need to take any action. 
  
IIff  tthhee  oonnllyy  bbaarrrriieerr  ttoo  yyoouurr  bbuussiinneessss  mmaakkiinngg  aann  iinnssuurraannccee  ccllaaiimm  wwaass  aa  llaacckk  ooff  ccllaarriittyy  oonn  wwhheetthheerr    
tthhee  ggoovveerrnnmmeenntt  aaddvviissiinngg  ppeeooppllee  ttoo  ssttaayy  aawwaayy  ffrroomm  bbuussiinneesssseess,,  rraatthheerr  tthhaann  oorrddeerriinngg  bbuussiinneesssseess  
ttoo  sshhuutt  ddoowwnn,,  wwaass  ssuuffffiicciieenntt  ttoo  mmaakkee  aa  ccllaaiimm  oonn  bbuussiinneessss  iinntteerrrruuppttiioonn  iinnssuurraannccee::  
  

• The government’s medical advice of 16 March is sufficient to enable those businesses 
which have an insurance policy that covers both pandemics and government ordered 
closure to make a claim - provided all other terms and conditions in their policy are met. 
Businesses should check the terms and conditions of their specific policy and contact 
their providers if in doubt. 
 

• However, most businesses have not purchased insurance that covers pandemic related 
losses. As such, any affected businesses should note the government’s full package of 
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support, including the Coronavirus Business Interruption Loan Scheme and business 
rates holiday. 
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The Chancellor has set out a package of measures to 

support businesses including

• A statutory sick pay relief package for SMEs 

• A 12-month business rates holiday for all retail, 

hospitality and leisure businesses in England

• Small business grant funding of £10,000 for all 

business in receipt of small business rate relief or rural 

rate relief

• Grant funding of £25,000 for retail, hospitality and 

leisure businesses with property with a rateable value 

between £15,000 and £51,000

• The Coronavirus Business Interruption Loan Scheme 

offering loans of up to £5 million for SMEs through the 

British Business Bank

• A new lending facility from the Bank of England to 

help support liquidity among larger firms, helping 

them bridge coronavirus disruption to their cash flows 

through loans

• The HMRC Time To Pay Scheme

Support for businesses who are paying sick pay to 

employees

Small - and medium-sized businesses and employers to 

reclaim Statutory Sick Pay (SSP) paid for sickness absence 

due to COVID-19. The eligibility criteria for the scheme will 

be as follows:

• This refund will cover up to 2 weeks’ SSP per 

eligible employee who has been off work because of 

COVID-19

• 

• Employers with fewer than 250 employees will be 

eligible - the size of an employer will be determined by 

the number of people they employed as of 28 February 

2020

• Employers will be able to reclaim expenditure for any 

employee who has claimed SSP (according to the new 

eligibility criteria) as a result of COVID-19

• Employers should maintain records of staff absences 

and payments of SSP, but employees will not need to 

provide a GP fit note

• Eligible period for the scheme will commence the day 

after the regulations on the extension of Statutory Sick 

Pay to those staying at home comes into force

• The government will work with employers over the 

coming months to set up the repayment mechanism 

for employers as soon as possible

Support for businesses that pay business rates

• Business rates retail holiday for retail, hospitality and 

leisure businesses in England for the 2020 to 2021 tax 

year.

• Businesses that received the retail discount in the 2019 

to 2020 tax year will be rebilled by their local authority 

as soon as possible.

• A £25,000 grant will be provided to retail, hospitality 

and leisure businesses operating from smaller 

premises, with a rateable value between £15,000 and 

£51,000.

• Any enquiries on eligibility for, or provision of, the 

reliefs should be directed to the relevant local authority. 

Guidance for local authorities on the business rates 

holiday will be published by 20 March

Support for businesses that pay little or no business rates

Financial Business 
Support & Guidance
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• This will provide a one-off grant of £10,000 to 

businesses currently eligible for SBRR or rural rate 

relief, to help meet their ongoing business costs.

• If your business is eligible for SBRR or rural rate relief, 

you will be contacted by your local authority – you do 

not need to apply.

• Funding for the scheme will be provided to local 

authorities by government in early April. Guidance 

for local authorities on the scheme will be provided 

shortly.

Support for businesses through the Coronavirus Business 

Interruption Loan Scheme

A new temporary Coronavirus Business Interruption Loan 

Scheme, delivered by the British Business Bank, will launch 

next week to support primarily small and medium sized 

businesses to access bank lending and overdrafts. The 

government will provide lenders with a guarantee of 80% 

on each loan (subject to a per-lender cap on claims) to give 

lenders further confidence in continuing to provide finance 

to SMEs. The government will not charge businesses or 

banks for this guarantee, and the Scheme will support loans 

of up to £5 million in value. Businesses can access the 

first 6 months of that finance interest free, as government 

will cover the first 6 months of interest payments. Further 

details, including on the lenders providing access to this 

scheme will be announced in the coming days, and the 

scheme will be available from early week commencing 23 

March 2020.

Support for larger firms through the COVID-19 Corporate 

Financing Facility

To support larger firms, the Bank of England has 

announced a new lending facility to provide a quick and 

cost effective way to raise working capital via the purchase 

of short-term debt. This will support companies which are 

fundamentally strong, but have been affected by a short-

term funding squeeze, enabling them to continue financing 

their short-term liabilities. It will also support corporate 

finance markets overall and ease the supply of credit to 

all firms. Further details, including on how to access this 

funding will follow in the coming days, and the scheme will 

be available from the week commencing 23 March.

Support for businesses paying tax

All businesses and self-employed people in financial 

distress, and with outstanding tax liabilities, may be eligible 

to receive support with their tax affairs through HMRC’s 

Time To Pay service. These arrangements are agreed 

on a case-by-case basis and are tailored to individual 

circumstances and liabilities.

If you are concerned about being able to pay your tax 

due to COVID-19, call HMRC’s dedicated helpline on 

0800 0159 559.

Insurance

Businesses that have cover for both pandemics and 

government-ordered closure should be covered, as the 

government and insurance industry confirmed on 17 March 

2020 that advice to avoid pubs, theatres etc is sufficient to 

make a claim.

Insurance policies differ significantly, so businesses are 

encouraged to check the terms and conditions of their 

specific policy and contact their providers. Most businesses 

are unlikely to be covered, as standard business 

interruption insurance policies are dependent on damage to 

property and will exclude pandemics.
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GOC statement on education provision 
during the COVID-19 emergency

1. Along with all other healthcare regulators, the GOC has 

signed a joint regulatory statement which acknowledges 

that registrants will need to act differently and deliver care 

in different ways during the COVID-19 emergency in line 

with Government and public health guidance. The GOC 

will take account of this in fulfilling its regulatory functions 

along with the following statement in response to questions 

from education providers about what changes to education 

delivery the GOC will allow.

Patient, student and staff safety

2. The health of patients, and patient safety is our first 

priority. Students, staff and others must manage their own 

health, where that impacts on others. That means not 

attending teaching sessions or assessments when sick, 

and self-isolating if required to do so. This is particularly 

important when staff and students are in a clinical 

environment.

3. If students or staff are on placement or working in clinical 

environments and have pre-existing health conditions 

that place them at increased risk of infection, they should 

discuss this with their education provider.

4. Education providers, employers and contracting bodies 

should take all necessary steps to make sure that those 

who are learning or working in clinical environments are 

suitably equipped (for example, with protective clothing) 

and have the right information to minimise the risk of 

transmission.

5. Government guidance for healthcare professionals 

and organisations can be found here: https://www.gov.

uk/government/topical-events/coronavirus-covid-19-uk-

government-response. 

Government guidance for education settings can be 

found here: https://www.gov.uk/government/publications/

guidance-to-educational-settings-about-covid-19.

Changes to education delivery

6. All GOC-approved qualifications must be delivered in line 

with GOC education standards as outlined in our Approval 

and Quality Assurance handbooks.

7. The GOC will be flexible and pragmatic in its approach 

during the COVID-19 emergency and recognises that 

education providers will be working with their institutions, 

their regulatory bodies, national qualification organisations 

and professional associations in considering what changes 

might be needed to ensure continued provision of GOC 

approved qualifications.

8. The current situation will bring significant challenges for 

education providers in supporting students and staff to 

adapt to different and/or remote teaching and assessment 

methods, whilst also maintaining GOC standards.

9. For Optometry, in planning changes to provision, 

providers, students and their employers may find it useful 

to refer to the joint message from the Optometry Schools 

Council (OSC) and College of Optometrists on supporting 

final-year students’ progression to the Scheme for 

Registration.

10. As institutions make changes to their provision to 

ensure the safety of staff, students and patients, education 

providers are asked to keep us in touch with reportable 

events and temporary changes (as per our usual guidance). 

This includes changes to the mode of delivery of teaching 

and assessment of their programmes. Providers should 

document any changes they make and update us using the 

following email address; education@optical.org.

goc statement
on education
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GOC statement on education provision 
during the COVID-19 emergency

1. Along with all other healthcare regulators, the GOC has 

signed a joint regulatory statement which acknowledges 

that registrants will need to act differently and deliver care 

in different ways during the COVID-19 emergency in line 

with Government and public health guidance. The GOC 

will take account of this in fulfilling its regulatory functions 

along with the following statement in response to questions 

from education providers about what changes to education 

delivery the GOC will allow.

Patient, student and staff safety

2. The health of patients, and patient safety is our first 

priority. Students, staff and others must manage their own 

health, where that impacts on others. That means not 

attending teaching sessions or assessments when sick, 

and self-isolating if required to do so. This is particularly 

important when staff and students are in a clinical 

environment.

3. If students or staff are on placement or working in clinical 

environments and have pre-existing health conditions 

that place them at increased risk of infection, they should 

discuss this with their education provider.

4. Education providers, employers and contracting bodies 

should take all necessary steps to make sure that those 

who are learning or working in clinical environments are 

suitably equipped (for example, with protective clothing) 

and have the right information to minimise the risk of 

transmission.

5. Government guidance for healthcare professionals 

and organisations can be found here: https://www.gov.

uk/government/topical-events/coronavirus-covid-19-uk-

government-response. 

Government guidance for education settings can be 

found here: https://www.gov.uk/government/publications/

guidance-to-educational-settings-about-covid-19.

Changes to education delivery

6. All GOC-approved qualifications must be delivered in line 

with GOC education standards as outlined in our Approval 

and Quality Assurance handbooks.

7. The GOC will be flexible and pragmatic in its approach 

during the COVID-19 emergency and recognises that 

education providers will be working with their institutions, 

their regulatory bodies, national qualification organisations 

and professional associations in considering what changes 

might be needed to ensure continued provision of GOC 

approved qualifications.

8. The current situation will bring significant challenges for 

education providers in supporting students and staff to 

adapt to different and/or remote teaching and assessment 

methods, whilst also maintaining GOC standards.

9. For Optometry, in planning changes to provision, 

providers, students and their employers may find it useful 

to refer to the joint message from the Optometry Schools 

Council (OSC) and College of Optometrists on supporting 

final-year students’ progression to the Scheme for 

Registration.

10. As institutions make changes to their provision to 

ensure the safety of staff, students and patients, education 

providers are asked to keep us in touch with reportable 

events and temporary changes (as per our usual guidance). 

This includes changes to the mode of delivery of teaching 

and assessment of their programmes. Providers should 

document any changes they make and update us using the 

following email address; education@optical.org.

goc statement
on education
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GOC statement on education provision 
during the COVID-19 emergency

1. Along with all other healthcare regulators, the GOC has 

signed a joint regulatory statement which acknowledges 

that registrants will need to act differently and deliver care 

in different ways during the COVID-19 emergency in line 

with Government and public health guidance. The GOC 

will take account of this in fulfilling its regulatory functions 

along with the following statement in response to questions 

from education providers about what changes to education 

delivery the GOC will allow.

Patient, student and staff safety

2. The health of patients, and patient safety is our first 

priority. Students, staff and others must manage their own 

health, where that impacts on others. That means not 

attending teaching sessions or assessments when sick, 

and self-isolating if required to do so. This is particularly 

important when staff and students are in a clinical 

environment.

3. If students or staff are on placement or working in clinical 

environments and have pre-existing health conditions 

that place them at increased risk of infection, they should 

discuss this with their education provider.

4. Education providers, employers and contracting bodies 

should take all necessary steps to make sure that those 

who are learning or working in clinical environments are 

suitably equipped (for example, with protective clothing) 

and have the right information to minimise the risk of 

transmission.

5. Government guidance for healthcare professionals 

and organisations can be found here: https://www.gov.

uk/government/topical-events/coronavirus-covid-19-uk-

government-response. 

Government guidance for education settings can be 

found here: https://www.gov.uk/government/publications/

guidance-to-educational-settings-about-covid-19.

Changes to education delivery

6. All GOC-approved qualifications must be delivered in line 

with GOC education standards as outlined in our Approval 

and Quality Assurance handbooks.

7. The GOC will be flexible and pragmatic in its approach 

during the COVID-19 emergency and recognises that 

education providers will be working with their institutions, 

their regulatory bodies, national qualification organisations 

and professional associations in considering what changes 

might be needed to ensure continued provision of GOC 

approved qualifications.

8. The current situation will bring significant challenges for 

education providers in supporting students and staff to 

adapt to different and/or remote teaching and assessment 

methods, whilst also maintaining GOC standards.

9. For Optometry, in planning changes to provision, 

providers, students and their employers may find it useful 

to refer to the joint message from the Optometry Schools 

Council (OSC) and College of Optometrists on supporting 

final-year students’ progression to the Scheme for 

Registration.

10. As institutions make changes to their provision to 

ensure the safety of staff, students and patients, education 

providers are asked to keep us in touch with reportable 

events and temporary changes (as per our usual guidance). 

This includes changes to the mode of delivery of teaching 

and assessment of their programmes. Providers should 

document any changes they make and update us using the 

following email address; education@optical.org.

goc statement
on education
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GOC statement on education provision 
during the COVID-19 emergency

1. Along with all other healthcare regulators, the GOC has 

signed a joint regulatory statement which acknowledges 

that registrants will need to act differently and deliver care 

in different ways during the COVID-19 emergency in line 

with Government and public health guidance. The GOC 

will take account of this in fulfilling its regulatory functions 

along with the following statement in response to questions 

from education providers about what changes to education 

delivery the GOC will allow.

Patient, student and staff safety

2. The health of patients, and patient safety is our first 

priority. Students, staff and others must manage their own 

health, where that impacts on others. That means not 

attending teaching sessions or assessments when sick, 

and self-isolating if required to do so. This is particularly 

important when staff and students are in a clinical 

environment.

3. If students or staff are on placement or working in clinical 

environments and have pre-existing health conditions 

that place them at increased risk of infection, they should 

discuss this with their education provider.

4. Education providers, employers and contracting bodies 

should take all necessary steps to make sure that those 

who are learning or working in clinical environments are 

suitably equipped (for example, with protective clothing) 

and have the right information to minimise the risk of 

transmission.

5. Government guidance for healthcare professionals 

and organisations can be found here: https://www.gov.

uk/government/topical-events/coronavirus-covid-19-uk-

government-response. 

Government guidance for education settings can be 

found here: https://www.gov.uk/government/publications/

guidance-to-educational-settings-about-covid-19.

Changes to education delivery

6. All GOC-approved qualifications must be delivered in line 

with GOC education standards as outlined in our Approval 

and Quality Assurance handbooks.

7. The GOC will be flexible and pragmatic in its approach 

during the COVID-19 emergency and recognises that 

education providers will be working with their institutions, 

their regulatory bodies, national qualification organisations 

and professional associations in considering what changes 

might be needed to ensure continued provision of GOC 

approved qualifications.

8. The current situation will bring significant challenges for 

education providers in supporting students and staff to 

adapt to different and/or remote teaching and assessment 

methods, whilst also maintaining GOC standards.

9. For Optometry, in planning changes to provision, 

providers, students and their employers may find it useful 

to refer to the joint message from the Optometry Schools 

Council (OSC) and College of Optometrists on supporting 

final-year students’ progression to the Scheme for 

Registration.

10. As institutions make changes to their provision to 

ensure the safety of staff, students and patients, education 

providers are asked to keep us in touch with reportable 

events and temporary changes (as per our usual guidance). 

This includes changes to the mode of delivery of teaching 

and assessment of their programmes. Providers should 

document any changes they make and update us using the 

following email address; education@optical.org.

goc statement
on education
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The General Optical Council (GOC) understands that many 

of its registrants and stakeholders will have questions about 

the impact of COVID-19 and wants to ensure that everyone 

in the optical professions is aware of the steps the GOC 

has taken in light of the emergency.

Support for registrants

The GOC has established a dedicated COVID-19 page on 

its public website where it is directing registrants to the 

latest Government guidance.

Along with all other healthcare regulators, the GOC has 

signed a joint regulatory statement which acknowledges 

that registrants will need to act differently and deliver care 

in different ways during the COVID-19 emergency in line 

with Government and public health guidance.

The GOC will take account of this in fulfilling its regulatory 

functions and will also be publishing a series of optical 

sector specific statements to reassure registrants that when 

they act in good conscience and exercise professional 

judgement for the public benefit, the GOC will support 

them.

Today, the GOC has published a new statement on the 

supply of spectacles and contact lenses, which allows 

registrants to use their professional judgement to decide 

whether it is necessary for a patient to attend for a sight 

test or contact lens fitting/check in order to supply 

spectacles and contact lenses. This follows the publication 

of a statement for education providers yesterday on the 

ability to adapt education delivery approaches during this 

time.

The GOC has also signed a joint regulatory statement on 

remote consultation and prescribing which is particularly 

relevant during this period of social distancing.

Further statements to support optometrists, dispensing 

opticians, optical students, optical businesses, the 

education sector and other stakeholders will be published 

over the coming days and weeks.

GOC office

In line with Government advice, GOC staff are now working 

remotely instead of in the office, which is now closed to 

visitors. The GOC will no longer take telephone calls and 

all enquiries should be made by email. You can visit the 

Contact Us page on the GOC website for a full list of email 

addresses within the organisation.

Homeworkers will not always have secure environments 

in order to have potentially sensitive and confidential 

telephone calls or take personal information and so this 

approach ensures that people’s personal data is protected. 

In some instances, where it is essential and where a 

confidential environment can be guaranteed, the GOC may 

make calls.

The GOC urges those wishing to communicate with them 

to send communications electronically in order to minimise 

post and ensure it is dealt with as effectively and quickly as 

possible. This includes supplier invoices, which the GOC 

will endeavour to pay as quickly as possible.

GOC Fitness to practise (FTP) hearings

To ensure the safety and wellbeing of everyone concerned, 

the GOC will no longer be conducting office-based 

hearings. The GOC is exploring options to support remote 

hearings and will issue a statement on this shortly.

A message from GOC Chief Executive and Registrar, 

Lesley Longstone

“In these extraordinary times, we are fortunate that in all 

four countries of the United Kingdom we have a group of 

exceptionally well qualified eye care professionals on whom 

the general public and fellow healthcare professionals can 

rely. Uncertain times mean that our registrants may be 

called upon to work at the limits of their scope of practice 

and vary their practice for protracted periods of time and in 

challenging circumstances.

GOC NEWS
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Safeguards for patients accessing healthcare remotely

Remote consultations and prescribing provided online, over 

video-link or by phone can benefit patients¹, save resources 

and help meet public demand for more convenient access 

to healthcare.

However, there are potential patient safety risks, particularly 

where services aren’t linked to a patient’s NHS GP or 

regular healthcare provider, and where there may be limited 

access to a patient’s medical records. Issues include 

increased attempts to gain access to medicines which can 

cause serious harm and the need to ensure safe ongoing 

monitoring of those with long term conditions. Providers of 

remote services and the healthcare professionals they work 

with must be aware of these risks and be clear about their 

responsibilities for protecting patients.

Patients can expect to have effective safeguards in 

place to protect them when they receive advice and 

treatment remotely. Safeguards are necessary whether the 

consultation happens in the context of a continuing treating 

relationship or is a one-off interaction between a patient 

and a healthcare professional.

Key principles

We expect UK registered healthcare professionals to 

follow ten high level key principles when providing remote 

consultations and prescribing remotely to patients based in 

the UK or overseas.

1 Make patient safety the first priority and raise concerns 

if the service or system they are working in does not 

have adequate patient safeguards including appropriate 

identity and verification checks.²

2 Understand how to identify vulnerable patients and take 

appropriate steps to protect them.

High Level Principles
For Remote Prescribing

This information is for all healthcare professionals with prescribing responsibilities. It sets out the shared high level 

principles of good practice expected of everyone when consulting and or prescribing remotely from the patient.

The principles are underpinned by existing standards and guidance from professional and system regulators. Healthcare 

professionals should continue to follow guidance from regulatory bodies and take clinical guidance into account in their 

decision making. This information is not clinical guidance or new guidance from regulatory bodies.

These principles have been co-authored and agreed by a range of healthcare regulators and organisations (see Annex A)

¹ In this context the term ‘patient’ refers to all people using health and care services including pregnant women, service users and clients receiving non-surgical/clinical 

treatments.

2 NHS Digital has published The Identity and Verification standard for Digital Health and Care Services (2018). For guidance on safe and appropriate online and remote 

provision of sexual health services please refer to Faculty of Reproductive Sexual Health (FRSH) and British Association for Sexual Health and HIV (BASHH) Standards for 

Online and Remote Providers of Sexual and Reproductive Health Services.
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3 Tell patients their name, role and (if online) professional 

registration details, establish a dialogue and make sure 

the patient understands how the remote consultation is 

going to work.

4 Explain that:

a They can only prescribe if it is safe to do so.

b It’s not safe if they don’t have sufficient information 

about the patient’s health or if remote care is 

unsuitable to meet their needs.

c It may be unsafe if relevant information is not shared 

with other healthcare providers involved in their care.

d If they can’t prescribe because it’s unsafe they will 

signpost to other appropriate services.

5 Obtain informed consent and follow relevant mental 

capacity law and codes of practice.

6 Undertake an adequate clinical assessment and access 

medical records or verify important information by 

examination or testing where necessary.

7 Give patients information about all the options available 

to them, including declining treatment, in a way they can 

understand.

8 Make appropriate arrangements for after care and, 

unless the patient objects, share all relevant information 

with colleagues and other health and social care 

providers involved in their care to support ongoing 

monitoring and treatment.

9 Keep notes that fully explain and justify the decisions 

they make.

10 Stay up to date with relevant training, support and 

guidance for providing healthcare in a remote context.

Working in safe systems

Responsible employers and providers of remote services 

will have systems in place to check patients’ identity and 

identify patterns of behaviour which may indicate serious 

concerns so that appropriate steps can be taken to protect 

patients. Particularly vulnerable patients may include those 

at risk of self-harm, substance or drug use disorders, 

those with long term conditions, and children attempting to 

access services intended for adults.

Healthcare professionals who are responsible for leading a 

team or service offering remote care are expected to make 

sure that staff are clear about their roles, their personal and 

collective responsibilities for individual patients, and the 

quality and safety of care provided by the team or service. 

They have a responsibility to contribute to setting up and 

maintaining effective systems to identify and manage risks, 

and to act quickly where patients may be at risk of harm.

Recognising the limitations of remote 
prescribing

It is important for healthcare professionals and employers 

to consider the limitations of remote services when 

deciding the scope of practice and range of medicines 

prescribed. Some categories of medicines are not suitable 

to be prescribed remotely unless certain safeguards 

are in place. The General Pharmaceutical Council has 

produced guidance which explains that pharmacies based 

in England, Scotland and Wales may not supply these 

categories of medicine without having an assurance that 

these safeguards are in place. The Pharmaceutical Society 

of Northern Ireland provides standards and guidance 

on internet pharmacy services for pharmacies based in 

Northern Ireland.

Offering remote services to patients 
overseas

If UK based healthcare professionals are considering 

working for service providers based in other countries, it’s 

important to be aware that there may not be established 

local mechanisms to provide effective systems regulation 

and this may impact on patient safety. Before providing 

remote services to patients overseas the healthcare 

professional should check if they are required to register 

with regulatory bodies in the country where they are based, 

and where the patient is based and where any medicines 

they prescribe are to be dispensed. They also need to 

check they have an arrangement in place to provide 

indemnity or insurance to cover their practice in all relevant 

countries.

V2.0 - March 2020



78

When prescribing to a patient overseas, UK based 

healthcare professionals are expected to consider how 

they or local healthcare professionals will monitor the 

patient’s condition. The healthcare professional needs to 

take account of any legal restrictions on prescribing or 

the supply of particular medicines, and any differences 

in a product’s licensing or accepted clinical use in the 

destination country. They should follow UK and overseas 

legal requirements and relevant guidance on import and 

export for safe delivery, including from the Medicines and 

Healthcare products Regulatory Agency.

Further information and guidance

Links to relevant information and guidance published by 

professional and system regulators, royal colleges and 

faculties, professional bodies and other stakeholders are 

provided below.

Professional regulators 

The following organisations regulate healthcare 

professionals in the UK.

General Dental Council

• Standards for the dental team (2013)

General Medical Council

• Good medical practice (2013)

• Good practice in prescribing and managing medicines 

and devices (2013)

• Ethical hub resource on remote consultations

• Ethical hub resource on adult safeguarding Protecting 

children and young people; the responsibilities of all 

doctors (2018)

General Optical Council

• Standards of practice for optometrists and dispensing 

opticians (2016)

• Standards for Optical Businesses (from 1 October 2019)

General Pharmaceutical Council

• Guidance for registered pharmacies issuing 

prescriptions at a distance including on the internet 

(2019)

• Standards for pharmacy professionals (2017)

The Health and Care Professions Council

• Meeting our Standards

• Standards for Prescribing (2019)

Nursing and Midwifery Council

• Professional code

• Standards for prescribers

• FAQ on remote prescribing: what do I need to consider 

as a nurse, midwife or nursing associate when 

medicines are prescribed remotely?

Pharmaceutical Society of Northern Ireland

• Standards and guidance for pharmacists prescribing 

(2013)

• Standards and guidance on internet pharmacy services 

(2013) (this document is currently under review)

System regulators

The following organisations regulate services in the UK 

including online.

• England - Care Quality Commission

• Wales - Healthcare Inspectorate Wales

• Scotland - Healthcare Improvement Scotland

• Northern Ireland - Regulation and Quality Improvement 

Authority

Other regulators

The Medicines and Healthcare products Regulatory Agency 

is the regulator for medicines, medical devices and blood 

components for transfusion in the UK.

Royal Colleges and Faculties

The Academy of Medical Royal Colleges

• www.aomrc.org.uk

Faculty of Pain Medicine

• Opioids Aware: A resource for patients and healthcare 

professionals to support prescribing of opioid medicines 

for pain co-published with Public Health (England)
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COVID-19 – SUPPORT FOR GOS CONTRACTORS IN ENGLAND 
 
The Optometric Fees Negotiating Committee (OFNC) and its members (ABDO, AOP, BMA 
and FODO) are working closely with NHS England on supporting GOS contractors in England 
through the coronavirus crisis. NHS England has confirmed that eye care is an essential part 
of the NHS and primary care service, both of itself and in keeping pressure off other NHS 
services such as GPs and A&E. NHS England’s aim is to keep essential eye care operating as 
far as possible to ensure essential and urgent eye health needs are met whist protecting 
patients, staff and the public.    
 
Issues that the OFNC and NHS England are urgently working on with the aim of supporting 
optical practices in England, include: 
 

• The financial implications for practices of a downturn in GOS fee income because of 
the crisis 

• More flexibility around GOS contractual requirements, to help practices and 
domiciliary providers give patients the care they need as quickly and safely as 
possible, and to support practices who may not have the staff available to provide 
services, due to illness or self-isolation 

• Guidance to help patients, optical practices and other parts of the NHS understand 
the GOS services that optical practices in England will continue to provide during the 
crisis and to direct patients to them 

• How the whole sector can work together to mobilise new services in optical 
practices as quickly as possible, to meet essential and urgent eye care needs during 
the crisis and reduce demand on GP and hospital services. 

OFNC and its member bodies are working very closely with LOCSU, which is co-ordinating 
the sector-wide work on new services, and with the General Optical Council, College of 
Optometrists, Optometry Wales, Optometry Scotland and Optometry Northern Ireland and 
government to streamline communications and provide evidence-based advice to the front-
line throughout this crisis. 
 
We and the NHS in all countries thank you for your support to the population at this difficult 
time.  We will share more information about these measures as soon as we can. 
 
OFNC 
20 March 2020 
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