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of businesses in Portsmouth 



Overview
The COVID19 pandemic has been devastating for businesses on 
a global scale. Locally here in Portsmouth, all business have been 
affected differently, with certain sectors like food and beverage, 
hospitality and leisure and tourism being hit worse than most. 

We are committed to supporting local businesses to aid as swift a 
recovery as possible, following a very long and damaging response 
phase.

We will do our best to support businesses with external queuing 
requirements, but please be aware that it may not be feasible in all 
locations. Queuing arrangements will need to consider a number of 
factors so cannot be designed or implemented in isolation. It is important 
that you to work together with any neighbouring premises and ourselves 
to ensure a safe and well managed environment. We thank all businesses 
who have so far got in touch to let us know their intentions, and we 
welcome continued dialogue as we move forward.  

This guide has been produced to help you when reviewing queuing 
arrangements for your premises, taking into account latest social 
distancing measures. It will be reviewed in line with the release of any 
further Government guidance and as best practice is developed, and 
will be reissued as and when required. 

WHAT BUSINESSES CAN OPEN?
For the latest information on what businesses can open please check 
our website www.portsmouth.gov.uk/businessreopening for 
signposting to the latest Government advice.
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What is Portsmouth City Council doing?

We are taking practical steps to support you to re-open safely, these 
include: 

• Suspending non-essential road works around busy retail areas to 
reduce conflict on footpaths.

• Making it easier for the public to use active travel to move around the 
city.

• Temporarily removing some parking spaces from 15 June to create 
space for social distancing outside shops. 

• Changing the positioning of market stalls in the city to prevent 
clashes with shop queues.

• Suspending licenses for pavement chairs and tables.

• Encouraging the public to think about how they travel to shops and 
the way they shop, to reduce the spread of coronavirus.

• Installing social distancing signage and street markings around main 
retail areas.

• Providing guidance and advice to support businesses.

We welcome your feedback on how things are working and will offer 
live consultations to evaluate any measures we have implemented to 
support social distancing in retail areas.

GET IN TOUCH
Phone 023 9284 1641 from 7am to 7pm (Monday - Friday)

email RegenerationAdminTeam@portsmouthcc.gov.uk 

www.portsmouth.gov.uk/businessreopening
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How to plan a queuing area outside of your premises
When designing a queuing strategy you should consider the nature 
of the area, the immediate surroundings, and neighbouring premises 
including residential, retail, businesses, schools, health establishments 
and transport hubs, amongst others. 

This guide focuses on key considerations for external queuing systems 
and social distancing. It does not cover internal queuing measures 
required within premises. As the situation develops and people adapt to 
the new measures being implemented you will need to continually review 
the measures you have in place. 

As a minimum, for a set queuing space to be agreed a location will need 
to have sufficient space for a queue and an additional 2.5 metres of 
pavement space for passing pedestrians. In order to endorse use of 
the public realm we will need to see that you have prepared a queue 
management plan and risk assessment for this activity. 

Consider how people enter and exit

Please review the entry and exits to your premises. Is it possible to 
introduce a one-way system to minimise cross flow of people at 
entrances? Where possible, allocate different doors for entry and exit, 
deploying staff at each door to monitor numbers within the store at any 
given time. If it is not possible to allocate separate doors for entry and 
exit, consider marking a line on the floor or signage within the premises 
to separate entry and exit by a 2 metre distance.

If the door is not wide enough, staff or stewards will need to manage the 
entry and exit of people to ensure social distancing is managed. If there 
is a high volume of people leaving the premises, there may need to be 
consideration for a holding area with social distancing enforced inside 
the exit for people to queue as they exit. You must ensure emergency 
exits remain accessible at all times.
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Calculating the external queuing space needed

You will need to review your business operation and how many customers 
you think will visit and how long they will stay in your premises, to make 
an assessment as to how much queuing space you would aim to create.
Measure the queuing space by firstly marking the required 2.5 metres 
of pavement for public access and then reviewing how much remaining 
width there is outside the premises. Divide this space into 2 metre 
spaces to allow for social distancing within the queue.
The queuing time can be calculated by reviewing the difference between 
the anticipated arrival rate and the departure rate. Remember that arrival 
rates are not constant, depending on the type of business, some people 
will arrive in clusters of household groups. For retail outlets in particular, 
service rates are not constant and the dwell time in store will vary.

What can I do if there is no space to queue?

We know there are a lot of narrow pavements in Portsmouth. If there 
is not enough space for a queue on the footpath you may wish to 
consider entry by appointment only using an online/telephone booking 
system. If this does not work for you then please do get in touch. 

Where can a queue be located

You will need to assess what space is available to implement appropriate 
and proportionate queuing within the area outside of your premises. If the 
pavement is less than 3 metres wide then there may be insufficient space 
to safely manage a queue. You may wish to consider a ‘by appointment 
only’ system - please see below.
Queue spaces should not be positioned near live traffic where possible. If 
it is unavoidable, the queue should be positioned away from the kerb edge. 
If additional pavement space is required to create a safe queue, you must 
in liaise with neighbouring premises and ourselves before marking up space 
to ensure that your plans are fully co-ordinated, that proposed queues do 
not overlap, and that the general public can still move safely on the footpath.
A staffing or stewarding plan should be implemented for the queue space 
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If possible use 
separate doors  
for entry and exit

Divide queue in to 
2m sections and 
mark on floor

Use staff to marshall 
customers in and monitor 
number of people in store

Beware of 
obstructions from 
street furniture

exclamation-triangle QUEUING IS 
NOT PERMITTED 
ON THE ROAD

Avoid creating 
‘pinch points’

If you provide tables 
outside your premises, 
it may not be possible 
to use these and queue 
at the same time

Ensure signage is 
clear and visible

Do not overlap with 
neighbouring premises

Leave 2.5 metres of 
pavement space for 
passing pedestrians
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to ensure sufficient resource is allocated to manage and monitor the 
queue space (for further information see ‘How to manage a queue’ below).
You must also consider existing street furniture in the vicinity of a premises 
as well as bus stops or waste collection routes. Plans must ensure that a 
pinch point for public access isn’t created. Where appropriate, consideration 
should be given as to whether it is possible to successfully operate external 
tables and chairs (eg on private forecourts) and a queue simultaneously. 
Similar consideration should be given to forecourt trading.
You could use floor markings to show waiting points in the queue. This 
could be achieved with anti-slip vinyl stickers, the size of which should 
be no more than 40sq cm in area. This should be included in your risk 
assessment. If using floor markings, consider that customers may need 
guidance on whether to stand ‘on’ the marking or ‘between’ the markings. 
Also consider utilising window displays to place markers at height. 
For the avoidance of doubt, unless otherwise agreed by us the use of 
signage should be limited to communicate COVID-19 related information 
only, namely social distancing measures and queuing procedures. 
Where there is management of multiple queues for different businesses, 
ensure there is clear signage and the use of staff or stewards as 
appropriate. 

Queueing is not permitted on the road
You must not allow queues to form in the live traffic lane of a road. We 
know that in some areas, where the useable pavement is below 3 metre 
wide, there may be a desire to create additional space by utilising the 
road. There are very limited locations where we can close part of a road 
without impacting the traffic flow in the city however we are temporarily 
suspending parking in some areas.

Once you have operated for a few days or if you find your customer 
levels change, if you want to discuss using the road and think there is a 
way we can do this please email   
RegenerationAdminTeam@portsmouthcc.gov.uk  
or call 023 9284 1641 from 7am to 7pm (Monday - Friday)
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How to manage a queue
• Identify the capacity of the queue and monitor to ensure they do not 

exceed capacity

• Ensure there are sufficient numbers and suitably trained staff and/or 
stewarding resources to manage the queuing area

• Ensure signage is visible and displayed in appropriate locations - 
including at the end of the queue

• Have clear lines of communication to ensure staff and customers are 
provided with accurate information

• At the end of the trading day, only allow customers in the queue who 
will be able to enter the premises before closing

• Consider support that may be required for those with hidden 
disabilities such as deafness and visual impairments when following 
instructions and queueing

Other considerations

• Provide clear guidance on social distancing and hygiene to people on 
arrival 

• Give consideration to the size of groups allowed and the impact on 
queue space required

• Review opening hours when considering how to manage deliveries to 
avoid conflict where possible

• Always maintain emergency access

• All employers must carry out a COVID-19 risk assessment which 
should take into account internal management of the premises, staff 
and visitor welfare as well as external plans. The HSE has guidance on 
how to manage risk and risk assessment at work along with specific 
advice to help control the risk of coronavirus in workplaces
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Potential issues you may experience with queues
During this pandemic there is a likelihood that customers will have 
a heightened anxiety around social distancing measures. Create 
reassurance that there is compliance with Government advice and 
guidelines to create trust with customers. Ensure that stewards are 
briefed to show empathy and understanding.

People may become frustrated with long wait times. To help with this, 
give customers information about queuing times to manage their 
expectations when they join the queue. You could consider mechanisms 
to enhance the queuing experience for customers. For example, in-
window displays or directing people to visit a website or mobile phone 
app to view the new store layout.

Where possible, appoint a member of staff to marshal the queue, 
engaging with the public tactfully to ensure that everyone remains 
safe and comfortable at times where the wait may be longer. We urge 
business to use discretion in supporting those with who may find 
standing for long periods difficult due to age, disability or pregnancy. 

Keep your customers informed
If you use social media or have a website for your customers, please 
update customers on new opening procedures, and the best time to 
shop to beat the queue is encouraged. Where possible consider offering 
a virtual queuing solution to allocate shopping time slots.
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What about on market days?
If there is a market operating near your business you will need to 
consider the space required for people to move between pitches that 
may be present on some days of the week. You must be prepared to 
adjust your queue set up as requested by market inspectors on days that 
the market is in operation.

HERE TO HELP
We hope this guide will help you to plan a safe and successful re-opening 
for your businesses. However if you have any questions or concern, or 
need further support before or after re-opening please get in touch with 
us. We are here to help. 

Phone 023 9284 1641 from 7am to 7pm (Monday - Friday)

email RegenerationAdminTeam@portsmouthcc.gov.uk 

www.portsmouth.gov.uk/businessreopening
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You can get this information in large 
print, Braille, audio or in another 
language by calling 023 9284 1641ä à
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