Independent Investigation @ S endent

2P
v Businesses
Australia

Operational rethink empowers the business

MOUNT EVELYN, VICTORIA
June 2020

Mt Evelyn IGA owner Tony Ingpen at first dismissed sneeze guards as
an overreaction to the issue of staff and community safety. However,
a strategic conversation in early April with a retailer friend he admires
triggered an uncharacteristic rethink.

“A very good friend of mine, Julie Quinton from Quinton’s SUPA IGA in
Warrandyte rang me and said, ‘Tony, I'm going to put them in’. And | said,
‘Julie, why would you do that?”

At that point in the pandemic response, Tony was already grappling with
how to implement safety processes in his store “like markings on the floor,
social distancing awareness, hand hygiene, and coughing into your elbow”.

Tony’s chat with Julie, followed by a trip to her store to watch them being
installed, made him realise she had a really good solution on her hands.
“Usually, I'm pretty stubborn and pigheaded. Once I've made a decision, |
live with it. But in this case, | did a complete flip in 24-hours from thinking it
was a stupid idea to putting them in.”

The impact was immediate. “These things were really visual and really did
make a difference. It was a deep sign to the community and the staff that
we actually do care, and we are trying to make this place as safe as we
can.”

The retailer says that more than anything, the sneeze guards signaled that
Tony's team was taking the issue of safety seriously and built the
expectation that sneeze guards were helping protect the community.

“Once someone does something on mass like that, it becomes an
expectation from the customer.

I'm pretty proud that by following Julie’s advice, we've helped build an
expectation that made a difference.”

“It was a real message to everybody that, one, we're in a difficult situation.
And two, we're trying to make the best of this difficult situation and do
everything we can. More than just one of the safety initiatives, it was actually
a bit of a signboard to say we are trying to do the right thing for you.”
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Tony says he wouldn’t be surprised if the sneeze guards stayed up until
Christmas, and beyond. But he wouldn't like to leave them up forever
because they are a barrier to communication.

“But the reality is that you can see through them very clearly. It's so much
better than the facemask; they're easy to clean, you can see facial
expressions. | think they really are a good addition; you know.

And the retailer says the positive comments have flowed: “I haven't had a
complaint from anybody, staff, or customers. I've had a lot of people thank
us. It's amazing, the customers coming up and thanking you for doing things
like that. It's really been well taken by the customer base that we were doing
something to protect them and the register attendant. “

“I'm proud | took Julie’'s advice.”
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