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REACTION PROCEDURES TO COVID19 CASES

Standard Protocol Checklist for Property Owners

1 Ensure your common area cleaning schedule is in place and followed (it should be 
updated to make provision for more frequent cleaning of all surfaces and a regular 
deep clean schedule should also be in place).

√

2 Do not forget about other areas eg. paid parking access machines, lift buttons, 
escalators, etc. √

3 Have your cleaning schedules and all other Covid19 preventative protocols that 
you have in place on hand to show the Authorities that you comply where needed. √

4 Make sure that awareness campaign posters are placed at visible areas in the 
Shopping Centre (particularly at entrances, toilet facilities, lifts - max no. of persons 
allowed in lifts) and that vandalised posters are replaced daily (refer to the SAPOA 
Signage Brochure - https://www.sapoa.org.za/media/5733/coronavirus-signage-
brochure-reopening-malls-and-offices_v6-1.pdf).

√

5 Ensure your sanitizing “stations” at the Shopping Centre entrances are in place and 
acceptable protocols are followed. √

6 Ensure that all Shopping Centre Staff and all auxiliary staff (Security, Cleaning, etc). 
always adhere to the guidelines and that they are not seen on site without a mask 
and sanitizing when moving between different areas in your Centre.

√

7 All Centre Staff (including Security, Cleaning Staff, Handymen, Centre Managers, 
Administrative Staff ) should be screened daily on arrival and a register of the 
screening should be maintained at the Centre Management Office.

√

8 Ensure your high foot traffic areas are identified and that your security and Centre 
Management Staff give special attention to these areas and customers adhering to 
social distancing parameters.

√

9 Where a Centre serves as a SASSA collection point make arrangements with the 
authorities to ensure hygiene protocols are followed. It is your responsibility to 
ensure social distancing is maintained where social grant recipients enter your 
premises.

√

10 Tenants are responsible to monitor and have sanitizing stations for customers 
entering their stores. Please ensure they adhere to this (keep an updated list of 
which Tenant complies and which tenant does not).

√

11 Have the Covid19 Hotline, Dept of Health, Local Police Station and Defence Force 
contact person/s and number/s readily available. √

12 Have the Centre’s Security and Cleaning Company contact details on hand. √

13 Ensure your on-site security is issued with working radio’s. √

14 Ensure that you have access to rolls of barrier tape for each entrance to your 
Shopping Centre and different parking areas. √

15 Do a simulation of all the different things that can happen so your staff are well 
prepared. √

https://www.sapoa.org.za/media/5733/coronavirus-signage-brochure-reopening-malls-and-offices_v6-1.pdf
https://www.sapoa.org.za/media/5733/coronavirus-signage-brochure-reopening-malls-and-offices_v6-1.pdf
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Standard Protocols for Property Owners in the event of an Outbreak

• If you are alerted to an outbreak (one or more infections), call the Covid19 hotline 
number (0800 029 999).

• The Dept. of Health/NICD (The National Institute For Communicable Diseases) will 
dispatch a team to your Centre.

• Have the contact number on hand of a qualified contractor to deep clean and 
sanitize so that they can get to the site with urgency. This will go a long way to calm 
the nerves of not only your staff, but of your Tenants and the Centre customer base.

• Request your Property Manager to assist you in getting the relevant required quotes 
for this eventuality and put this in place now. 

• Ensure that you have access to roll/s of barrier tape for each entrance to your 
Shopping Centre and different parking areas.

• The Property Owner would be responsible for sanitizing and deep cleaning common 
areas and hygiene costs in respect of these common areas (passages, bathrooms, 
entrances, parking lots, etc.) 

• Maintain a register of stores reporting a Covid19 case, including the number of 
employees affected and the date reported as well as the date that the Store Manager 
closes the store and re-opens the store.
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Standard Protocols for Tenants in the event of an Outbreak

• Tenants are responsible to monitor customers and have sanitizing stations for 
customers entering their stores. Please ensure they adhere to this (keep an updated 
list on who complies or who does not).

• Furnish all Tenants with the Covid19 hotline number (0800 029 999) and instruct 
them to report the incident directly to the authorities and inform your Centre 
Manager / Property Manager at the same time.

• Advise your security personnel so that they can be ready to control any adverse 
customer and / or Tenant reaction.

• The Dept. of Health/NICD (The National Institute for Communicable Diseases) will 
dispatch a team to your Centre / to the store.

• Check that the Store Manager has advised his/her Head Office and that their 
required protocols have been put in place. (Ask the Store Manager to give you their 
guidelines for the protocols they must follow).

• In the event of a confirmed case, the Tenant will need to close their store and send 
staff home to self-isolate. 

• The Tenant will need to instruct their cleaning company to wash and sanitize the 
immediate entrance areas and the shop front of the store in question.

• Make sure all your Tenants have the details of a deep cleaning / sanitizing company 
at hand.

• The Property Owner would assist with controlling the environment outside of the 
store and liaise with the Tenant on communication.

• Remember it is not your legal responsibility to close the store and put their protocols 
in place. The Tenant must manage this themselves.

• Do not be overwhelmed and offer your assistance where possible.

• If a Covid19 case is identified at one of your large anchor Tenant/s in a Shopping 
Centre, you will probably be asked for an area where staff testing can be done. Be 
pro-active and identify an area as early as possible.

 » Discuss the contingency plan with your security company who will cordon off the 
area.

 » Where possible ensure that it is a shaded area. If not please find out if your 
security company will have access to a gazebo that they can setup on the day. 

 » Where a 2nd Tier Tenant is involved, they must follow the same protocol and 
advise their H/O. The Tenant will close the store, but you close off the immediate 
entrance to the store with barrier tape.
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General

• If SAPS and / or SANDF members arrive at your Centre, remain calm and ask for their 
assistance with crowd control if and where necessary, but do not let them dictate to 
you how to manage your site. Remember that you know your site and Tenants best.

• SAPS and / or SANDF members do not have the authority to force you to close 
your Centre and neither do they have the authority to arrest anyone that is in 
contravention of the “guidelines” in respect of Covid19 prevention. 

• If it is not gazetted as legislation, it is not an offence, and no one can be arrested.  
i.e. wearing a face mask is a guideline, but not adhering to this is not an offence and 
a person cannot be arrested.

• Do not communicate with the media or any National Tenant/their office if you are 
not the authorised spokesperson. Refer them to your Centre Manager who will assist 
or refer the matter to Marketing / PR / CEO to address the media if necessary.

• There is no proof that the infection of the person happened at the Centre or in the 
Store, so the most important thing to remember is not to panic and not to cause 
panic with other Tenants and shoppers. Do not exaggerate the event and convey in 
clear and concise communication that the Centres sanitizing and cleaning protocols 
are in place.

REACTION PROCEDURES TO COVID19 CASES

This document serves as a recommended guideline to manage a Covid19 case/s.

No two properties are alike, so we cannot recommend a one-size-fits-all approach nor 
can the approach capture every single consideration. 

Make sure you ask the right questions – prepare a sheet where the person taking 
down the information know what to ask – see Questionnaire on page 5

 ₀ Be wary of hoaxes. People may call in to the Centre Management Office and 
indicate that they have tested positive.

 ₀ Proof of the outbreak must be provided – the procedure can’t be escalated 
without receiving confirmation.

 ₀ The person needs to send you confirmation of testing positive (lab results/ 
doctors confirmation).

 ₀ You can then institute the procedure.
 ₀ If Not, you will end up closing a store, incur costs to defog, sanitize etc.
 ₀ Lay criminal charges against anyone spreading untruths / rumors at the Centre 

or on Social Media about an outbreak if you have proof that they have violated 
any law with respect to Covid19.
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NAME OF CENTRE / PROPERTY:

TOWN: PROVINCE:

RECEIVED CALL              DATE: TIME:

Should a customer call in to advise that he/she visited the Centre and they have tested positive for 
Coronavirus, please ask these basic questions to obtain information to be verified as well as putting 
a plan of action together:

Actions:  
STEP 1: - Ask all below mentioned questions and repeat numbers to verify
STEP 2: - Inform OPS Manager - who will ensure to escalate - dependent on verification
STEP 3: - The management team will run with the rest of the actions

FULL NAME OF CUSTOMER:

FULL NAME OF STORE MANAGER:

CONTACT NUMBER: ALTERNATIVE NUMBER:

WHEN WAS THE CUSTOMER IN THE CENTRE LAST            DATE: TIME:

WHERE DID THE CUSTOMER ENTER THE CENTRE:

WHAT IS THE VEHICLE DETAILS

MAKE:

COLOUR:

REG NUMBER:

WHICH STORES WERE VISITED ESTIMATED TIME

WHAT WAS THE CUSTOMER WEARING:

WERE THEY WITH SOMEONE:               YES NO              MALE FEMALE

SURVEILLANCE FOOTAGE - VERIFIED:                YES NO

FURTHER COMMENTS:

CHECKLIST: FRONT-LINE PERSONNEL – CORONAVIRUS
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With the kind assistance and input from  
Eris Property Group, Liberty2 Degrees and JHI Group

SAPOA is in partnership with the Return2Work Initiative.

The Return2Work Initiative offers businesses clear and simple step-by-step  
guidance on re-opening and staying open, incorporating the key legal  

requirements and tools to minimise infection and maximise compliance.

https://www.return2work.co.za/welcome/
We encourage Landlords and Tenants to visit the R2W website.

CORONA VIRUS(Covid19) 24-HOUR HOTLINE NUMBER:

0800 029 999

CORONA VIRUS(Covid19) WhatsApp Number:

0600 12 3456
The public may, for the duration of the state of disaster, report complaints 

regarding the SAPS at the nearest police station, the National Service Complaints 
Centre on the toll-free number 0800 333 177 or on the following email addresses, 

complaintsnodalpoint@saps.gov.za or service@saps.gov.za

https://www.return2work.co.za/welcome/
mailto:complaintsnodalpoint%40saps.gov.za?subject=
mailto:service%40saps.gov.za?subject=
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