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Disclaimer
VACC – VADA COVID-19 Protective Plan and implementation Automotive Retail Franchise
Sector Industry Guidance and Best Practice
Whilst VACC endeavour to ensure that the content of information in its industry guidance is accurate
and up-to-date at the date of publication, no representation or warranty, express or implied, is made
as to its accuracy or completeness and therefore the information in the Protective Plan should not be
relied upon. It is each company’s responsibility to comply with the current COVID-19 legislation and
related government guidance. VACC members should always seek appropriate advice from a suitably
qualified expert before taking, or refraining from taking, any action.
Much of this document has been influenced, and many of the initiatives raised , from the May
2020 Industry Guidance Best Practice document developed by the UK National Franchised Dealers
Association (NFDA) and the UK Society of Motor Manufacturers and Traders Ltd (SMMT). We thank
them for their work and acknowledge their initiatives.
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1. Introduction
COVID-19 has thrust all retail enterprises and consumers into an area of great uncertainty
and distress. Retailers of all sizes will are being challenged with how to partially operate while
minimising the risk of COVID-19 transmission amongst employees or their wider community.
This industry guidance and best practice document has been developed by the Victorian
Automobile Chamber of Commerce (VACC) on behalf of the Victorian Automobile Dealers
Association (VADA), Motorcycle Industry Division (MID), Commercial Vehicle Dealers Association
(CVIAV) and Farm Machinery Dealers Association (FIMDA) for use by the automotive retail sector.
It has been compiled from a wide range of best practice and guidance documents distributed
by the Government and VACC. It does not purport to be an exhaustive guide. Given the unique
operating models of automotive retailing premises compared to other retail settings, it is
intended to complement State and Federal Government guidance and protocols and highlight
more sector-specific detail that automotive retailers have, to ensure a safe environment for
employee and consumer. The operations manual is a live document and is nimble enough to
adapt to COVID rule changes mandated by the Victorian Chief Health Officer.
This guidance may be used as part of a full risk assessment, which should be carried out for each
retail site. Such a risk assessment would normally be required to be carried out in cooperation
with staff or workforce representatives and in advance of (re)starting operations.
The COVID-19 operations manual will be available to staff and customers in advance of any
opening and any visit, in addition to onsite direction, support and signage. The involvement and
engagement of staff, and consumers will assist in overcoming any anxiety but also help deliver
improvements to the guidance.
The proposed guidelines are proposed to supplement the measures already in place with an
individual dealership’s COVIDSafe Plan in order to permit such businesses to move from the
current ‘Heavily Restricted’ to either a ‘Restricted’ or ‘Open with a COVIDSafe Plan’ status during
Stage 4 Restrictions, Second Step Roadmap for Reopening applicable to metropolitan Melbourne.
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2. Objectives of guidance
•

Allow automotive retail businesses to provide a sustainable and practice safe environment
for employees, customers and other visitors to the dealership.

•

Provide reassurance to regulators, employees and customers that appropriate steps have
been taken to maintain COVID-19 safe environment.

•

Provide confidence to the Victorian Government, and other stakeholders, that the automotive
retail sector is sophisticated and resourced to provide a prepared easement/adaptation of
existing coronavirus safety measures.

•

Secure Government and third-party support and confidence for the VACC approach that is
focused on a gradual ,partial and staggered return to operations.

3. Scope of guidance
3.1

Guidance and support
i.

See the Victorian Government’s guidance https://www.dhhs.vic.gov.au/businessindustry-restrictions-by-industry-covid-19 for the latest guidance on operating safely.

ii.

Staff awareness of what to look for in COVID-19 symptoms both at home and the
workplace https://www.health.gov.au/resources/publications/coronavirus-covid-19identifying-the-symptoms

iii. Daily undertaking of a full risk analysis adopt measures and protocols appropriate for
premises – in consultation with staff or workforce health and safety representatives
(as appropriate e.g. VACC OHSE).
iv. See ‘How to carry out a COVID-19 risk assessment’ on the Health & Safety Executive
website https://www.safeworkaustralia.gov.au/covid-19-information-workplaces/
industry-information/general-industry-information/risk-assessment
v.

While working from home is mandated, this should be practiced according to the
directions at the time.

vi. Clear messaging for customers – online and on arrival – communication is essential.
vii. Protocols for customers – clearly announcing the experience they will have when
visiting a dealership.
viii. Protocols for staff, including daily health checks and revision of COVIDSafe Plan
ix. 100 per cent contactless for all deliveries to site, by 3rd party courier or other service.
x. Clearly articulated policy and process to deal with staff or customers displaying
symptoms on site.
xi. Clearly articulated policy and process on shielding of vulnerable staff or, in the event,
customers.
xii. Apropriate protocols for suppliers – inbound and outbound deliveries in accordance
with Government guidelines.
3.2 Communication and education of customers and colleagues

4

i.

Print off and display the government’s online notice https://www.dhhs.vic.gov.au/
face-coverings-covid-19 to illustrate to employees and customers that you have
followed the government’s guidance and that they must wear a face mask.

ii.

Highlight the importance of clear communication to customers, employees and other
visitors to the site. This will need to be done in advance of any return to work or visit
to the premises.

iii. Appropriate communication to all business stakeholders through communication
channels including social media as appropriate.
iv. Appropriate and ongoing training provided to all employees before reopening.
v.

Text message , emails etc given to customers prior to their visit on what to expect when
they visit a dealership.

vi. Warning collateral and guidance in place to alert customers to observe social distancing
quotient.
vii. Markers in place, as necessary, to direct customers on where to go, 1.5m distancing etc.
viii. Sanitisers, hygiene, masks in strategic places at all dealerships.
ix. All visitation by appointment. All contact details recorded at dealership.
3.3 Social distancing
i.

1.5m distancing practiced at all times.

ii.

Introduce one-way systems for entrance and exits, i.e. door and corridor markers.

iii. Monitor staff car pooling.
iv. Avoid any bottlenecks either on arrival or on premises.
v.

Zero tolerance to handshakes, elbow bumping etc.

vi. Maintain 50 per cent staff rostering. Create a workforce bubble.
vii. Test Drives – No accompanied test drives – trade plate usage permitted.
viii. Workshop distancing – consider flexible hours, a drop box for vehicle keys, restrictions
of access.
ix. Office and other area – consider layout, avoid face to face configuration, no desk
sharing, avoid touching/sharing the same objects or equipment where possible.
x. No consumer amenities, no coffee lounge, toilets , newspapers and other that
encourage communal gatherings.
xi. removal or cordoning off children’s play areas.
3.4 Sanitisation and hygiene
i.

Clear guidance for employees and customers on hygiene for people, property and
vehicles.

ii.

Regular sanitisation of all facilities, surfaces etc. including, but not limited to smart
phones, desk phones, printers, payment devices, computers, door handles, intercoms
etc. See https://skills.vic.gov.au/victorianskillsgateway/Explore/Pages/infection-controltraining.aspx

iii. Ensure sanitising hand gel is available at entry points, desks, service areas, waiting
area, toilets.
iv. Recommended - liquid soaps (not solid soaps), disposable paper towels instead of hand
dryers or reusable towels.
v.

Regular cleaning / disinfecting of tooling pre and post use, keys, pens etc.

vi. Regular cleaning / disinfecting of vehicle - clean the contact surfaces in the vehicle
interior after each inspection or use disposable protective sheets for the seat, steering
wheel, gear lever, handbrake lever during the inspection.
vii. Showroom closed for consumer traffic. Vehicles in forecourt to be locked and protocols
introduced for moving and viewing.
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viii. Natural ventilation of premises and vehicles – maximise ventilation of the premises,
wherever possible. Ventilate vehicles after each viewing and before any vehicle deliver/
handover.
3.5 Use of Protective Personal Equipment (PPE)
i.

Government guidance on the use of PPE states that PPE protects the wearer from
infection. Proper use helps keep workers safe and stops the spread of COVID-19
see https://www.dhhs.vic.gov.au/covid19-infection-control-guidelines for the full
government information advice on PPE.

ii.

Consider what, if any, appropriate PPE and materials is to be made available to
customers on arrival.

iii. Drivers to be provided with, and advised of appropriate use of, equipment and
sanitisation products when undertaking a delivery.
iv. Consider utilisation of clear glass/Perspex screens between customers and employees,
or between employees, if appropriate (NB if social distancing measures cannot be
maintained).
v.

Mandated temperature checks for employees prior to the start of work.

3.6 Digital and other additional mechanisms
i.

Maximise online presence – clearly communicate the consumer experience being
offered.

ii.

Advice that the use of appointments for sales and aftersales (NB flexibility for
emergencies) is the only way to interact.

iii. Removal of all brochures, magazines, newspapers.
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iv. Maximise the use of live (e.g. pre-visit video calls) and recorded video technology for
brochures, vehicle demonstrations and handover guidance.
v.

Online Vehicle Sales – customer collections (so called ‘click and collect’) as often as
practicable.

vi. Collection and delivery service (from / to a customer’s address) for Aftersales and
Vehicle sales if appropriate (local discretion).
vii. Zero cash. Use electronic payments only.
viii. Use of digital signatures and paperwork if possible;
ix. Clear protocol for inbound and outbound goods (drivers to stay in vehicles, limit
interactions).
x. Encourage online “virtual” meetings rather than face to face.

4. Victorian contacts for further information
dhhs.vic.gov.au/coronavirus
worksafe.vic.gov.au/
business.vic.gov.au/
vic.gov.au/
vacc.com.au/
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Appendix A
Proposed customer schedule: Vehicle dealerships stage 4, Victoria
Time Allocations

Monday

Tuesday

Wednesday

Thursday

Friday

Saturday

10am – 10.30am

1

1

1

1

1

1

10.45am – 11.15am

1

1

1

1

1

1

11.30am – 12pm

1

1

1

1

1

1

12.15pm – 12.45pm

1

1

1

1

1

1

1pm – 1.30pm

1

1

1

1

1

1

1.45pm – 2.15pm

1

1

1

1

1

1

2.30pm – 3pm

1

1

1

1

1

1

3.15pm – 3.45pm

1

1

1

1

1

1

Total Customers

8

8

8

8

8

8

Under the proposed modeling VACC estimates the maximum number of customers who would visit
a dealership would be 48 or less per week. VACC estimates 450 new, used, truck and motorcycle
dealerships in Stage 4 would open under these limited conditions. Given the nature of heavy
vehicle truck sales, these dealerships would have even less customers visiting their premises than
is predicted in the model. Anecdotally it is believed that under 70 per cent of dealers will participate
in a partial, restricted opening model in Stage 4 which will limit overall consumer movements.
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New and
used car, truck,
motorcycle
and farm
machinery sales

Common
Requirements

Ancillary
actions

Dealership
Operations

Consumer
Interaction

Ref group

Frequent sanitisation of all office doors, desks and other
consumer facing elements

Couriers, deliveries permitted only to designated delivery point

DHHS hotline number for advice

VACC hotline number for advice 9829 1280

Y

Y

Y

Y

Contractors with no COVID Safe Plan not permitted

Frequent sanitisation of all vehicle doors & steering wheels

Y

Y

Y

Y

Y

Y

Y

Contractors confined to one work area only, area to be
sanitised upon completion

Parts department remain click and collect

Dealership open 10.00 am – 4.00 pm during Stage 4

Protocols for journey to and from work

No more than 50% of sales staff permitted per shift

Y

Y

All staff to do weekly COVID-19 Infection Education

All staff to do weekly COVID-19 Infection Control Training

Y

Ideally, dealership staff from same suburbs work on same shifts

No customer lounge, coffee machine, toilets

Contactless handover of car to consumer, or by delivery to
consumer’s address in designated area

Consumer deals with one staff member end-to-end

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y
Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

One exit door

Y

Y

Y

Y

Y

Y

Y

Y

Y

Y

One entry door

Y

Y

Test drive for consumer + one support person only.
No staff on test drive

Social distancing requirement 1.5m

Y

Y

Max 2 consumers in reception

Y

Y

Y

One point of contact for consumer only

Y

Y

Y

Y

New car viewing outdoor only i.e showroom closed

Social
distancing

Y

Click and
Collect

Y

Hand
sanitiser
supplied

Staggered consumer appointments

Vehicle
sanitised

Details
taken

Temperature
taken

Dealer COVID-19 Safe Plan Implementations

Appendix B
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Maximum 30 minute
appointment.
Maximum two
persons per group.
All transactions
at one desk.

Disposable pens
when signing,
contactless
payment.

No customer amenities
available. i.e no toilets,
no coffee, no wait lounge,
no newspapers.

Contact details of
customer taken.
Temperature
recorded.

This plan is supported by a detailed Covid-19 safe plan for dealership operation.

Ushered to specifc sales desk.
Minimum 1.5m distancing.
Any encounters with that
customer must be
with the same sales
person after the
initial contact.

Dealership –

Test drive customers
only with one support
person. Car sanitised after
each test drive. No staff.

consumer interactions process
when visiting a dealership

Handover of car involves
maximum two customers
and one dealership
staff member.

Customer to make
appointment to view
car, no more than two
appointments at one time.
30 minutes maximum.
After each interaction
that car is sanitised.

Customer corralled to
dealership reception.
Maximum two customers
in corralled area. A customer
‘group’ maximum two people.

Customer
enters through
designated entry.
Masks mandatory.

Appendix C

VACC House • Level 7, 464 St Kilda Road, Melbourne VIC 3004
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