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Develop risk mitigation communication 
strategies for foodservice operations.



At the end of this webinar, participants should be able to: 

1.Compose at least three key messages for customers about 
their organization’s food safety practices.

2. Identify three effective methods to reach specific audiences 
with these messages.

3.Explain communication channels and evaluate metrics for 
each.



• Are there any evaluations currently in place about the 
foodservice operation? 
§ If so, how is the information used in the decision-making 

process?
§ If no, would feedback about the foodservice program aid in 

improving quality (and quantity) of service? 
• Do you sense concerns from clientele about safety issues or 

anxiety about eating out? 
• Are there any communications about safety practices 

undertaken by the foodservice’s program in your operation 
currently in place? 



Internal Audiences
• Owners
• Managers
• Staff

External Audiences
• Past Customers
• Current Customers
• Prospective Customers
• Other workplace staff
• Vendors 
• Visitors 



• In-depth SafeBites Webinar by Dr. 
Susan Arendt from September of 2019 
is archived.
• Described message transmission and

receipt of communications. 
• Presented a variety of communication 

methods: 
§ Verbal 
§ Nonverbal



• Available at FoodHandler.com
• Helpful if ready access
• Guides the messaging process
• Intended to “get the wheels 

turning” 
• Tool to use with IT
• Framed by the “W’s”

§ Who
§ What
§ How
§ When

 COMMUNICATION BLUEPRINT 
 
 
AUDIENCE - WHO is your audience? 

o Customers 
o Foodservice Staff 
o Other Staff 
o Management/Admin. 
o Owners 

o Parents/Family/Househol
ds 

o Community Members 
o Vendors 
o Site neighbors 
o Other 

 
MESSAGE - WHAT is your message about?  

o People  
o Product 
o Place 
o Promotion 

 
WHAT are two key points? 
1.______________________________________________________________________
________________________________________________________________________ 
2.______________________________________________________________________
________________________________________________________________________ 
  
METHOD - HOW will you communicate the message? 

o Web page 
o Menu 
o Direct email 
o Bulletin Boards 
o Print ads/coupons 
o Social media 

o Table tents 
o Word of mouth – 

ie.Customers, 
Presentations 

o Other 

 
TIMING - WHEN will you post?  

o One and done 
o Continuous 
o Scheduled – Daily, Weekly, Monthly 
o Other  

 
EVALUATION 

o Measures/Metrics ________________________ 
o Time Frame _____________________________ 



• Supply Chain
§ Equipment
§ Food
§ Supplies

• Staffing 
§ Hiring
§ Retention
§ Illness

• Food Code Updates
• COVID-related local requirements
• New service styles
• Customers’ concerns and increased awareness 



• Handwashing (frequency, procedure, supplies)
• Glove use
• Employees’

§ Health
§ Hygiene
§ Attire 

• Cleaning and sanitizing practices (when and how)
§ Tables
§ Menus 
§ Restrooms



• Fundamentals 
§ Health and Hygiene (staff, their households, and customers/clients)
§ Temperature controls
§ Cleaning and Sanitizing

• Purpose is to ensure safety and quality of food served in an operation.
• Food Code requirements and annual inspections by health agencies 

provide safeguards.
• COVID protocols have resulted in enhancements to practices.
• FoodHandler COVID Checklist  



Two Stages
• Planning
• Implementation 
Download the checklist and 
watch the webinar here: 
https://foodhandler.com/restau
rant-reopening-checklist-from-
foodhandler/

https://foodhandler.com/restaurant-reopening-checklist-from-foodhandler/


• Reassuring past, current, and 
future customers.
• Complying with regulations.
• Keeping current with the local 

health environment.
• Communicating with stakeholders: 

§ Internal audiences
§ External audiences



• Who – Identify audience for 
message
• What – Compose message with 

essential elements
• How – Consider method of 

dissemination
• When – Determine timing of 

dissemination



• Schools – Students, teachers, administration, staff [foodservice 
and others in building], parents, community, vendors, other
• AL/LTC – Residents, residents’ family,  staff [foodservice and 

others], administration, visitors, state agency, prospective 
residents, community, vendors, etc.
• Childcare – Children, teachers, parents, community, site hosts, 

etc.
• Restaurants – Current customers, potential customers, staff, 

owners, managers, vendors, site mates, etc.



People
• Hiring criteria
• Wellness checks
• Trainings
• Recognitions
• Tenure
• Attire

Place
• Cleaning protocols –

specific or enhancements 
• Ventilation systems
• Décor
• Facility upgrades
• Equipment



Product
• Menu items
• Ingredient 

sourcing
• Production focus
• Service style
• Allergens

Promotion
• Specials
• Incentives
• Loyalty program
• Expansion



Nonverbal
• Signs/Posters/Logs
• Certificates/Credentials
• Newsletters
• Menu 
• Table tents
• Ads/Coupons 
• Website postings
• Customer emails
• Social media

Verbal
• Hostess/dining room 

coordinator
• Waitstaff
• Customer feedback
• Social media influence



•Continuous 
•Repeated set 

schedule
• Timed delivery



Who: Customers (past, present, prospective)
What: Letting customers know of enhanced cleaning 
practices.

§ Informing about new kitchen practice of DEAC (drop everything and 
clean).

§ Morning and evening cleaning and sanitizing of work surfaces 
with rapid swab test of potential pathogens for verification. 

How: Signage by hostess station; menu inserts or table 
tents; website message; direct emails to clientele data 
base; print media ad; other.
When: Continuous 



Who: Customers (past, present, and 
prospective)
What: Food safety knowledge of staff.

§ A Certified Food Protection Manager is scheduled 
for all hours of operation. 

§ Every staff member receives at least 1 hour of food 
safety training each month..

How: Post training certificates in lobby or on 
bulletin board. Statement on the website. Include 
in promotional materials. 
When: Continuous



Who: Customers (past, present, and prospective)
What: Elimination of self-service food bars. 

§ Food quality will be improved with service of items as 
ordered.

§ All menu items will be individually plated to protect from 
contamination. 

How: Direct messages, POS, Menu Inserts, 
websites, social media 
When: Timed (promote if major shift BEFORE and 
at least one month into change).



Who: Internal audiences 
What: Staff pilot “take-home meal” program

§ Perk for staff to purchase at reduced price 
meal and “fixings”. 

§ Nutritious, safe, and quality meal ready to go
How: Internal staff emails, bulletin boards, 
ads
When: Set time period 



• Meals in Classroom Guide
• FAQs 
• Templates for communications 

with: 
§ Administrators
§ Teachers
§ Parents





• Clear purpose – what are you trying to accomplish?
• Inputs required

§ Time - yours or other staff or outsourced
§ Money - direct or indirect compensation for effort

• Evaluation measures
§ Aligned with methods
§ Aligned with purpose
§ How will you know it worked?

• Timeframe 
§ Review points
§ Decision length  



• Inputs of time and money
• Cost–benefit analysis
• Defined criteria 
• Was it worth it? 



• Metrics specific to selected communication channel
• Examples:

§ Social media       hits or visits
§ Print coupons       redeemed coupons
§ Feedback and Pros/Cons of Each 

vVerbal at POS
vSurveys – paper or online; targeted selected clientele or open
vSuggestion box 
vIncrease in sales/counts



Who: Customers (past, present, prospective)
What: Letting customers know of enhanced cleaning practices.

§ Informing about new kitchen practice of DEAC (drop everything and clean).

§ Morning and evening cleaning and sanitizing of work surfaces with rapid swab 
test of potential pathogens for verification. 

How: Signage by hostess station; menu inserts or table tents; website 
message; direct emails to clientele data base; print media ad; other.
When: Continuous 
Evaluation: website hits or visits; staff feedback; customer comments



Who: Customers (past, present, and prospective)
What: Food safety knowledge of staff.

§ A Certified Food Protection Manager is scheduled for all hours of operation. 
§ Every staff member receives at least 1 hour of food safety training each month.

How: Post training certificates in lobby or on bulletin board. Statement on the 
website. Include in promotional materials. 
When: Continuous
Evaluation: Observations of staff practices; comments from new customers and 
feedback from current re certificate postings; staff inputs



Who: Customers (past, present, and prospective)
What: Elimination of self-service food bars. 

§ Food quality will be improved with service of items as ordered.
§ All menu items will be individually plated to protect from contamination. 

How: Direct messages, POS, Menu Inserts, websites, social media 
When: Timed (promote if major shift BEFORE and at least one month 
into change).
Evaluation: Website hits or visits; customer feedback; staff inputs; 
regulatory feedback; changes in food cost/waste



Who: Internal audiences 
What: Staff pilot “take-home meal” program
• Perk for staff to purchase at reduced price meal and “fixings”.
• Nutritious, safe, and quality meal ready to go

How: Internal staff emails, bulletin boards, ads
When: Set time period 
Evaluation: Number meals sold, shifts most desirable, food and 
package costs, attrition rates 



At the end of this webinar, participants should be able to: 

1.Compose at least three key messages for customers about 
their organization’s food safety practices.

2. Identify three effective methods to reach specific audiences 
with these messages.

3.Explain communication channels and evaluate metrics for 
each.





Certificates will be emailed out 
within 5-7 business days, after 
submitting a certificate request. 

Request a certificate at foodhandler.com/safebite-certificate-request/



For more information about our webinars and registration:



Downloads
• Restaurant Re-Opening Guidelines
• Daily Temperature Logs
• Temperature Chart For Safe Food
• Refrigerator Storage Chart
• Food Safety Doesn’t Happen 

By Accident

Videos
•Handwashing
•Why To Glove
•When To Glove
•How To Glove



Past Blogs
• Communication 
• Hepatitis A
• Food Code
• Risk Management
• Food Safety Procedures
• Employee Preparedness
• Foodborne Illness and Pathogens
• Managerial Practices



Please send us your questions or comments at:
FoodSafety@foodhandler.com




