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Introduction
Our company’s mission is to simplify
people’s lives. This seemingly simple
task takes on a completely new meaning in the times of the coronavirus.
For many weeks of the pandemic in
Poland, we at Żabka have done everything to facilitate the daily operations
of key stakeholders: customers, franchisees and employees. Franchisees
received support that allowed them
to maintain and keep their stores
open every day. Employees could
work safely from their homes. Meanwhile, customers - that’s hundreds
of thousands of Poles - could safely
shop near their home to stock up on
products that were often missing
from the shelves of other stores.
The simplification of people’s lives
as included in our mission has never
been as important as in recent mon-
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ths. I believe that during the time of
understandably high concern for our
health and the future, Żabkas all over
Poland have helped people worry
a little less about everyday life.
Epidemic of COVID-19 has shown the
power of franchise networks. Due to
its scale and flexibility, franchisers
can help entrepreneurs get through
this difficult time. We have many
signals that franchisees are satisfied
with the cooperation, and the support given to them has significantly
increased their confidence in the
organization. The latest satisfaction
survey produced the best results
ever.
Today, I can proudly say that our
franchisees, employees and associates have approached the crisis
challenge responsibly, with openness

and full commitment. We also know
that we can count on our clients in
difficult times. Everyone deserves
our highest respect and gratitude.
However, I would especially like to
thank the huge group of franchisees
and employees who have committed
themselves to helping local health
facilities.

Yours faithfully,
Tomasz Suchański
CEO

Key figures

Possibility to work remotely for

100%
office workers

Distribution of over

400 thousand
liters of hand and surface sanitizer
among franchisees

86%
franchisees positively rated the
support provided by Żabka during
the pandemic

Distribution of

28 mln
masks with no profit

4.5 mln

PLN of support provided to the Ministry of Health for activities related
to risk during the pandemic

3
mln
PLN collected by users of the Żappka
application in the „You exchange, we
double” campaign to help 16 infectious diseases hospitals
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Żabka’s schedule of activities
in response to the epidemic and new
regulations on commercial activities

During this dynamic situation in the
country, we have adjusted our activities and decisions to stay ahead of
impending government requirements
and recommendations.
For example, even before the closure
of schools and kindergartens and the
introduction of the state of epidemic
emergency, we decided to allow all
office workers to work remotely, and
even before introducing the requirement to cover the face, we started
distributing 28 million masks free of
charge.

Events in Poland:
March 8th

March 11th

March 14th

March 20th

April 16th

special regulation’s entry into
force

closing of schools
and pre-schools in
Poland

introduction of
state of epidemic
threat

declaration of
state of epidemic until further
notice

introduction of
requirement to
wear masks

march

april

Our activities:
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March 4th

March 10th March 12th March 16th

April 6th

April 16th

first BCP meeting
related to the
COVID-19
epidemic

first Coordinating
Staff meeting

service tests:
• Order & Pick Up
• Żabka to take
home

start of „Masks
with no Profit”
campaign

introduction of
home office

4.5 mln PLN
to fight
coronavirus
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Efficiently thanks
to good planning
No organization, not only in Poland,
was 100% prepared for what happened in the world in the first months
of 2020. The scale and speed of the
pandemic shocked governments, businesses and society globally. However, this does not mean that everyone
was unprepared to the same degree.
At Żabka, we know today that our
crisis plans have passed the test.
The coronavirus reminded all people
in managerial positions at Żabka how
important is efficient management
and planning. We prepared a business and key process plan (Business
Continuity Plan) in the event of a
disaster or a disruption to the normal operations for our organization
significantly earlier, before the world
had even heard of COVID-19. Thanks
to ready-made operating scenarios
which were appropriately adapted to

the situation, we can confidently say
today that Żabka in Poland was one
step ahead of the competition and
the entire market in its decision-making.
During the pandemic, we knew how
to react, and we made informed and
quick decisions that allowed us to
maintain business continuity. Changes in the company, despite the scale
of our activity took place immediately.

Above all, Żabka has changed the way
it is managed. We established
a crisis management team and shortened the decision-making chain as
much as possible. We also made an
immediate decision to work remotely
wherever possible. Of course, the
activities, as is usually the case in
our company, were consulted on an
ongoing basis with the Board of Franchisees. Żabka has very quickly adapted to the new conditions both at the
level of the employer and franchisor,
as well as at the level of thousands of
franchisees.

Przemysław Kijewski
Chief of Crisis Staff,
in the period from February to May 2020
Sales Director

Our most important activities
in response to the coronavirus pandemic:

10.03

Appointment of a Corporate Affairs
Director, central crisis management staff
at the level of the company’s management board, along with directors of technical, legal, IT and finance departments
on March 10th. The staff met twice a day
during the first weeks of the pandemic.

Regular meetings with the Board of Franchisees (14 meetings of the Council from
March to June and 20 online meetings
with franchisees as part of the Workshop
Groups discussing current issues).

Activation of mechanisms beyond
contracts to help franchisees maintain
continuity and reduce layoffs.
Appointment of an interdisciplinary
operational team consisting of project
managers coordinating individual tasks.
Since March 10th, the operational team
reports to the crisis management team
every day.
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Creation of effective remote work conditions for each employee.

Priority of activities
during pandemic

Employee safety

Franchisee safety

Customer safety

Our actions were effective because
we planned them well.
In order to ensure that our customers could make safe purchases,
we began with our own team - our
employees and franchisees - thanks
to which, equipped with appropriate
resources and knowledge, we ensured the continuity of our operations.
Secondly, we had to provide the

franchisees with the appropriate
resources and knowledge. Thanks
to these activities, customers could
safely visit our stores despite the
pandemic.
We avoided a drastic drop in revenues, ensured regular deliveries in over
six thousand Żabkas and enabled
millions of Poles to shop close to
home, all of which was achieved with

a very high level of commitment from
franchisees and employees. We have
confirmed the value and importance
of small local stores and we have
found that the foundation of Żabka’s
strategy includes elements that provide a competitive advantage even in
difficult times.

A step ahead of
the rest
We want to be an organization that is prepared for
the future. A few weeks after the outbreak of the
pandemic, we established the „What’s next?” Team,
which worked on models for market development
and consumer needs after the end of the coronavirus threat. Our expert analysis included network
expansion strategy, the potential need to modify the
assortment, and marketing changes.

What’s
next?

Good
Practice

What’s
next?
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Employee safety
Our team consists of over 1,700 people. More than half of them work
in logistics centers, while the rest
work at our company’s headquarters.
During the pandemic, we had
to assure safe work for all of them.
We tightened the sanitary regime
in warehouses and at headquarters,
in addition we offered remote work
to our office employees. Our priority
was to quickly and efficiently provide
each employee with the ability
to safely perform their job responsibilites.

Home office…
Everything possible, as soon as possible – this is a summary of our coronavirus response in regards to the
safety of Żabka’s office and warehouse workers. We introduced changes
to the work mode before the first
case of COVID-19 in Poland. We did
not wait or postpone decisions - the
safety of employees has always been
an absolute priority at Żabka. The
first decisions related to the coronavirus were already made in Żabka in
February. We introduced restrictions
on internal meetings and cancelled
business trips to countries and places where there was a possibility of
contracting the virus. Also, we sent
out the first messages related to
prevention and safety guidelines to
employees
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Since March 13th, all of our office
staff had the possibility of remote
work – with 90% of the team deciding to take this offer. We used
familiar office software to carry out
our daily duties. We organized online
training and workshops on the tools
and principles of remote work to help
the transition of „going online” run
smoothyl. All technical information
(instructions, tutorials, information
about VPN connections, etc.) was
also placed on the internal communication platform, well known to
employees.
In relations with employees, we focus
on honest and ongoing communication. In February, we provided the
first information about the risk of
infection, and since the outbreak of
the epidemic in Poland, we have been
sending the staff a special coronavi-

rus newsletter almost every day. We
describe all actions taken by our chain in relation to COVID-19, mention
new reulations, and answer the most
important questions and doubts related to the virus.
In the timeframe of a few days, we
made profound changes in our work
mode at Żabka. Today, we can proudly
say that our staff aced this difficult
test – in the time of the pandemic
and its challenges, Żabka worked
smoothly and efficiently.

Virtual Town
Hall Meetings
The Town Hall, a virtual meeting of
employees with the company’s management, organized during the epidemic enjoyed a huge success among
the staff. Each employee had a chance to share their questions, comments or thoughts before the meeting. On-line representatives of the
company’s management answered all
issues raised by employees. The Town
Hall was an important element of our
communication with employees, as it
allowed us to learn about the company’s situation and plans for the near
future straight from the source.

Good
Practice

93%

of employees stated that
the meeting in the Town Hall
formula met their expectations*
Based on a survey completed by 400 employees
after the first Town Hall meeting

*

Żabka Academy
Workshops
At Żabka, we quickly realized that
social isolation, although effective in
the fight against the virus, can leave
a negative mark on the well-being
and psyche of those affected. This
is why we changed the format of
the Żabka Academy for the duration
of the pandemic, turning it into an
online support center for our employees. We have prepared individual
consultations with a psychologist for
employees, along with several webinars, including:

Akademia

Good

Practice

dr Marcin Fabjański
„Mood Handbook” with meditation

dr Aleksandra Piotrowska
„How to survive a pandemic and get
out of the period of isolation”

dr Joanna Haidtman
„How to live in isolation and come
back to everyday life”
Jan Krzysztof,
the head of TOPR „How to deal with
crisis situations”

In addition, we have made available
to all employees the possibility of
free access to the collections of the
audioteka.
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Żabka Play
Good

Practice
Working at home with children is
a double challenge - that is why we
have created a special internet project, www.zabka.play.pl. The website
was created for the children of Żabka
employees, associates, and franchisees. On the website, children can
find many interesting facts about the
surrounding world, recommendations
for games, books and films and theater performances, music workshops
and tips on how to make art. Children
can learn interesting facts about
history, visit Polish castles online,
and create their own armor, crown or
cardboard guardhouse. The website is
constantly updated with new content and videos. We are also satisfied
with the information prepared by our

Good

Practice

Innovation
in security
Remote work would not be possible
without innovative solutions provided
by the IT Department.
In the times of the pandemic, we applied all the advantages of the digital
office, which we have already been introducing at Żabka. It became possible to quickly and easily start remote
work overnight by several hundred
people. Our main technological partner is Microsoft, and solutions known
to employees, such as Microsoft
Teams or Microsoft Planner, have
become an excellent base for office
work outside the office.
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partner, Central House of Technology, which introduce children to issues
related to the functioning of the
internet.

Safe office during
the pandemic

During the pandemic, around 60
people came into the office daily.

Although a lot of work can be done
remotely, the nature of our company
requires that a small part of the staff
work constantly as part of office
shifts.

For this reason, we provide disinfectants, protective masks and disposable gloves. With regular frequency,
we carried out a full ozonation of the
office space.

Strict restrictions on organizing internal meeting

Temperature measurement through thermal
imaging cameras. Employees with fever are not
allowed to enter the office
building.

Additionally, in order to guarantee
maximum safety to employees, we
have introduced:

Physical, temporary
employee separation
in all areas offices,
cloakrooms and canteens

COVID
Communication
We have marked all
internal communication
related with COVID-19
with special icons.
This simple solution
helped employees quickly
find out which of the
discussed issues relate
to the fight with the
coronavirus.

No catering service
and closed canteen – our
brand meals are offered
instead.

WARTO WIEDZIEĆ
COVID-19

NIE PANIKUJ
- MINIMALIZUJ RYZYKO!

Good

Practice
Zminimalizujesz ryzyko
zakażenia jeśli:
1,5m

Będziesz często
mył ręce ciepłą
wodą z mydłem albo
dezynfekował ręce
- to najlepsza metoda
walki z wirusem

Nie będziesz
dotykał dłońmi
twarzy (ust, nosa,
okolic oczu)

Zachowasz
dystans 1,5m
od drugiej osoby

Będziesz unikał
skupisk ludzi

Ograniczysz
bliski kontakt ze
współpracownikami
(np. w palarni,
w stołówce)

Zachowaj spokój, jeśli:
Masz objawy chorobowe – powiadom
o tym swojego przełożonego i zadzwoń
pod powiatowy/wojewódzki numer numer
stacji Sanitarno-Epidemiologicznej:

Pamiętaj:
Jeśli jesteś w domu i źle
się poczujesz, masz katar,
kaszel, osłabiony organizm
pozostań w domu, poinformuj
o tym przełożonego, powiatową
wojewódzką stację Sanitarno
-Epidemiologiczną oraz
podstawową opiekę zdrowotną

COVID-19

Jeśli źle się poczujesz będąc
w pracy, masz objawy
chorobowe m.in. katar,
kaszel, osłabiony organizm,
niezwłocznie poinformuj o tym
przełożonego.

Koronawirus
rozprzestrzenia
się drogą kropelkową
(kichanie, kaszel),

Wirus potrzebuje czasu na „wyklucie
się” w organizmie człowieka oraz musi
zostać z organizmu wydalony przy
pomocy wydzieliny (z ust, nosa) dlatego
spotkanie osoby potencjalnie zarażonej
nie oznacza od razu zarażenia się,

Jeżeli nawet dotkniesz
powierzchni/przedmiotu
po osobie zarażonej, ale nie
włożysz palca do ust, oka
albo nosa tylko umyjesz
i zdezynfekujesz ręce
mydłem/płynem to się nie
zarazisz.
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Safe warehouse
Terminals and logistics centers are
places, where remote work is mostly
impossible. Our logistical structure
currently encompasses 5 logistics
centers and 21 reloading terminals.
We realized, that in order to ensure
that our clients can continue shopping, and that our franchisees can
keep their stores open, our logistics
staff had to arrive at their job. In order to ensure their safety as much as
possible, we changed the work rules
at the beginning of March:

1.
We prohibited sick employees,
those suspected of being infected,
especially with SARS-CoV-2, and all
employees subject to compulsory
hospitalization, isolation, quarantine,
or epidemiological supervision from
entering the premises of logistic
centers and terminals;

• We increased the frequency
of thedisinfection of all elements
in locations at risk of frequent
touching by users (handrails, handles, buttons, table tops, etc.)
• We increased the frequency of washing and disinfection of common
areas.

4.
To avoid clusters of employees, we
introduced longer breaks between
the shifts.

a distance of 1.5m. Similarly, the
desks of administration staff were
seperated by the required distance
of 1.5m. We also limited the use of
canteens and smoking rooms, and
we stopped the delivery of catering,
instead providing employees with
our store brand ready-made meals.
The new rules have also affected our
documentation, which remains in quarantine before it goes to the warehouse. We made hand sanitizer available to employees in many places in
front of the office entrance, toilets,
meeting rooms and cafeterias.

In the cloakrooms, staff working on
the same shifts had lockers that were
separated from each other,
and additional markings were placed
on the floor as a reminder to keep

Uwaga!

Przypominamy o przestrzeganiu
podstawowych zasad higieny!

2.
We also banned people showing
symptoms such as a fever, cough, or
shortness of breath;

1.

Przypominamy o obowiązku noszenia
maseczek jednorazowych
u pracowników obszaru magazynu.
Zmiana maseczki powinna nastąpić
co 4 godziny lub częściej
w przypadku zawilgocenia.
Pracownicy kompletacji nie mają
obowiązku noszenia maseczek.

3.

2.

Noszenie maseczek jednorazowych
obowiązuje również pracowników
biurowych CL, gdzie nie ma
możliwości zachowania bezpiecznej,
1,5 metrowej odległości oraz w ciągach
komunikacyjnych - zmiana maseczek
co 4 godziny lub częściej w przypadku
zawilgocenia.

We significantly increased already
strict hygiene procedures;
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• We provded all of our employees
and associates with personal protective equipment, including masks, helmets and gloves, to protect
them while performing their duties.
We started checking the temperature of all people entering the
Logistics Center. After a few weeks,
we also organized special containers with thermal imaging cameras
in front of the entrance
to each Center.

3.

Zwiększenie częstotliwości prania
odzieży (2 razy w tygodniu)
- weryfikacja stanu odzieży
przed rozpoczęciem prac

Pamiętaj!
Maseczki dostępne
są dla wszystkich
pracowników*
*o szczegóły zapytaj przełożonego

Throughout the pandemic, we have
provided our logistics employees
with current knowledge about the
coronavirus and ways to prevent infection. We have placed relevant posters in visible places at our centers
and terminals, informing about the
rules of conduct and how to avoid
COVID-19. Messages were displayed
on large screens. In this information,
we tried to answer the most frequently asked questions by employees.
For example, we prepared detailed
instructions on how to handle used
masks and gloves, or guidelines for
supervisors on what to do in case
one of the employees is showing
symptoms of illness.

Good

Practice

Each person entering
the warehouse has
to declare the absence
of symptoms, lack of
quarantine or isolation
recommendations,
as well as lack of
the epidemiological
supervision over the
past 14 days, and that
they would follow the
facility regulations.

Hope for the best, be ready for the
worst - this rule accompanied us
from the beginning of our COVID-19
response in the area of logistics. We
knew that the continuity of deliveries
can’t be interrupted, because this will
not only put our franchisees at risk
of losses, but above all, it will make
everyday groceries significantly more
difficult for millions of Poles. For this
reason, we prepared ourselves for
diverse, even worst-case scenarios
for the pandemic. An example is the
decision to secure additional groups
of employees for the logistics centers in case of large-scale quarantine
of the logistics crew.

Katarzyna Słabowska
Director of Logistics

Appropriate
Training
We have trained our distribution
employees for various pandemic
scenarios. A perfect example of our
approach is the procedure related
to drivers entering the premises of
logistics centers and transhipment
terminals, which was developed
in March. We have prepared many
response scenarios in case of the
suspicion of COVID-19. Separate
responses have been provided for
local distribution drivers and other
distribution drivers. We have antici-

Dobra
pated situations in which the goods
were required immediately in the
warehouse and those whose delivery
could be paused. We have prepared
similarly detailed instructions for
people collecting delivery packages,
with recommendations for the prevention. Preventive procedures have
been developed to protect employees against infectionthrough contact
with parcels.

Praktyka

Despite the fact that
-luckily- none of the scenarios happened, their
preparation shows the
scale, precision and speed of our preparation.

17

18

19

Good

Practice

...and a safe
return to the office

Safe return
to the
office

At the time this document is being compiled, in June 2020, we are
gradually returning to offices. In
this project, we have two goals: the
necessity of assuring absolutely safe
work conditions and full willingness
in the scope of the decision to come
back. This means that when planning
the return of employees to the office,
managers will take into account the
possibility and readiness of individual
employees to return to the office. We
already know that:

Every employee entering the office
(from the lobby or from the parking
lot level) will have their temperature
measured. If the body temperature
exceeds 37.5 degrees, there will be a
second measurement procedure and
if the temperature is confirmed, the
employee is not allowed to work.

Resources for disinfection, masks,
and disposable gloves will be issued in the lobby and at each parking
level.

Only 2 people will be allowed in an
elevator.
We have introduced the rule that
lifts are only used to go up, while we
use stairs to walk down.

Safe return
to the office

Safe return
to the office

These resources
are here for you!

Remember,
max people per
lift!

Safe return
to the office

Automatic
temperature
measurement
Please be advised that in connection with activities aimed at
counteracting the epidemic threat and combating COVID-19, body
temperature is measured in the facility.
Żabka Polska sp.z o.o., ul. Stanisława Matyi 8, 61-586 Poznań

Go ahead, use them in the
office. Let’s care for our
common safety!

2

Use lift to go up only.
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We introduced „zoning”, where we
can only stay on the floor our desk
is located. It will not be possible to
pass through other floors, except to
go to the canteen area. Access to the
canteen will be regulated by number
of people.
Due to the requirement to keep a
distance of 1.5 m from each other,
some desks will be excluded from
use. Information about which desks
are in use and which are excluded will
be provided by signs on the desks.
A color code has been introduced
and desks are marked with yellow
and blue stickers. Work is carried out
in a rotational system, where teams

marked as yellow or blue can work in
the office every two weeks. Once
a week, we carry out a full ozonation
of the entire office space.

Keep the
distance
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Small store,
Great People
Safe stores in
dangerous times

The safety of our stores
and security of deliveries
were our priority in the first
weeks of the pandemic. At
Żabka, we understand that
special times require special
and instant support. Today,
we can proudly say that we
help every franchisee in
Poland manage their store
in a way that is safe for
them, their employees and
customers.

Words and promises can’t defeat
the coronavirus – it can be done
with the help of face masks, face
covers and sanitizer. Immediately
after receiving the first news about
COVID-19 in Poland, we started
free delivery of items necessary
to promote safety and hygiene:
We sent:

over

150 mln

over

400 thousand
liters

plastic and latex gloves

hand and surface sanitizer

over

over

protective face covers, to be worn by
people in contact with customers

face masks for the rest of the
employees

23 thousand

840 thousand

almost
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6.2 thousand

165 thousand

warning tapes to indicate
safe distances in the
checkout line

alerts, which remind the reader of
basic safety rules, geared towards
customers and store employees to
Żabkas across Poland.

Safety of store employees
Dobra

The plexiglass cover, which separates the customer from the seller
when paying, is the invention of
one of our franchisees. This is an
excellent solution that increases
the security of both parties in the
transaction. The cover also provides
additional comfort to employees who
have contact with at least several
dozen people while performing their
work each day.

Praktyka

The idea for the installation of a
cover over the counter, submitted
by the franchisee, was transferred
by the Franchisees Service Office to
other Żabka branches. In no time already in mid-March, we decided to
implement this solution and, at the
company’s request, partitions were
installed in all stores in our chain
within a few days.

Honestly, when the virus started, my
first reaction was, „we are closing
shop.” I was afraid of taking responsibility for the health of my employees
and customers, we didn’t know what
to do without any safeguards available.
I owe the fact that we remained open
to the headquarters. In the first
days we started receiving everything
we needed to turn my Żabka into a
store that was protected in the best
way possible. Thanks to the financial
subsidy I received, I was able to pay
„Covid” bonuses to the employees
who stood by me.

We have tightened the sanitary
rules in all Żabkas. We have introduced regular disinfection of all surfaces, every hour if possible. The regulation is concerned with self-service
checkouts, countertops, tables,
plexiglass shelves, device covers,
grill rollers, contact grills, the glass
behind devices, door handles, light
switches, baskets and shopping
carts, handrails, keyboards, payment terminals, telephones,
and others.

Each franchisee received
a weekly financial subsidy
to help adapt facilities to
new conditions.

Angelika Sołtysiak
Franchisee
25

Diligently and
on time
From the beginning of the
pandemic, we ensure that
each of our franchisees
has solid, substantive
knowledge on how to fight
the coronavirus.

Franchisees all over Poland were
asking themselves the same questions in mid-March 2020: how to
act to protect themselves from the
threat, how to protect their employees and customers, what is considered safe and what is not, what to do
in case of contact with an infected
person, what are the symptoms of
the disease. In addition to safety
measures, accurate and up-to-date
information has become important.
We took on this responsibility by
launching a specific coronavirus information service for franchisees on
the first day of the outbreak.

Sebastian Bielawski
Director of the Department
for Franchisee Development and
Support
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The information we
provide is reliable
and proven. We draw
our knowledge from
recommendations of
the Ministry of Health,
the Chief Sanitary
Inspectorate, the World
Health Organization
and consultations with
virology experts.

Selected topics that we informed
franchisees about in connection with
COVID-19:

1.

3.

How to properly use gloves and how
to safely dispose them;

We issued reminders about the
jewelry ban;

2.

4.

Rules for proper shop disinfection:
we have issued detailed instructions
for checkout counters, terminals,
door handles, touch panels for coffee
machines, shopping baskets and
other equipment and store surfaces;

We suggested methods for safe
eating and drinking (separate social
areas for staff).

Protective
gloves
trim your nails.

remove hand jewelry.

do not remove your
cuticles.

do not wear artificial or
painted nails.

1. Grab the middle

up the removed glove
2. Roll
with your other hand.

3. Grip the inside of the glove with

4. Discard used gloves in a

and pull the glove,
until it comes off.

two fingers and slide it down so
that the other glove is inside

mixed waste container.

At the same time, our Franchisees
Support Center has provided
a helpline and a special form through which each franchisee can raise
their concerns about how to proceed
during the pandemic. In addition, we
have prepared the most frequent
questions and answers from the first
period of the pandemic in the form of
a list that we passed on to franchisees. The materials were supplemented
by a checklist for easy verification of
COVID-19 recommendations implemented in the store.

We also offered legal
and tax support to
franchisees, connected
with the possible
financial help from
the governmental
anti-crisis shield.

§
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Help,
without interruption
At Żabka, we realized how huge
a challenge the first weeks after the
outbreak of the pandemic would be
for franchisees. Therefore, on March
12, we suspended audits in stores
as part of the Verification Charter
for two weeks. The mystery shopper
study was also paused.

Good

Practice

With the Board of Franchisees, we
have decided to temporarily limit
the hours of operations of stores
and we have instituted safety measures.

We have also changed procedures
related to the delivery of goods. We
have adjusted the delivery cycles,
recommended to shorten the time of
unloading the goods and temporarily
introduced new standards for accepting deliveries.

Pick-up and sending
of packages
We reorganized the pickup service
and sending of packages. When
accepting and delivering packages to
the delivery service, the store staff
do not need to certify the activity
by signature on the carrier’s mobile
device or on shipping documents.
In turn, our partners assured us
that the rules of disinfection were
followed and fully complied with all
the guidelines of the Chief Sanitary
Inspectorate.
We have also simplified the receipt of
packages by customers. In all
Żabkas, we have introduced a system
that does not require the customer
to touch the payment terminal. To
pick up a package, just give the cashier the code that is sent
to customers via SMS.

We have also introduced changes for new franchisees. Since April, we extended the period
of guaranteed income from 6 to 12 months, amounting to 16 thousand PLN every month all
year from the moment the contract is signed. We have also modified the recruitment system so that it is as safe as possible for all people involved. Interviews with franchisee candidates take place via videoconferences.
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Shared responsibility

A large chain of stores is both a great
opportunity for social support in
a moment of crisis and a huge responsibility for local communities. At
Żabka, together with franchisees, we
realize that being close to millions of
Poles allows us to make a real change in the daily life of society.
The social campaign, which resonated the loudest in the media, was the
sale of over 28 million disposable
masks at no mark-up via the Żabka
network. These products came from
China by air transport, specially
organized also with Żabka’s engagement.

In our opinion, everyone should be
able to purchase the mask at the
lowest possible price. For this reason,
we decided to distribute the masks
without profit, at a price that reflects
the cost of purchase and transport.
We were joined by franchisees from
their side.

Masks appeared in stores in the
second half of April and are intended
for adults. They are a non-medical
device intended as a safety support.
The price for a mask is 1.62 PLN with
the purchase of a package of 10. It
corresponds to the cost of purchase of the masks and their delivery
to Poland. Thus, the masks are sold
without profit. In order to prevent
potential speculation caused by the
lowest price on the market, we recommended franchisees to introduce a sales limit per customer.

We have calculated that
thanks to the resignation
from the mark-up, our
customers have saved
up to 40 million PLN on
the purchase of masks.
Such an amount would
cover the monthly
expenses for food and
drinks of 120 thousand
Poles.

Tomasz Suchański
Prezes Zarządu
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Our franchisees were also
sensitive to the hard work,
effort and dedication of
medical and uniformed
services. Independently,
many of them started
donating hot dogs and
coffee, ready meals, water,
energy drinks and other
food products to medical
facilities for free. Seniors
and those who could not
leave their homes due to
quarantine had not been
forgotten either.

Good

To help these people, many stores
have launched door-to-door deliveries. Store employees keep a list
where anyone who fears for their
health or quarantine and would like
to have their purchases delivered to
their place of residence can sign up.

Anna Badura
Franchisee

Local support initiated by franchisees

Practice

One of our franchisees
from Krakow organized a fundraiser
using the website zrzutka.pl. The total
amount was allocated to helping Krakow hospitals. Thanks to the collected funds, it was possible to purchase
disposable gloves, aprons, disinfectants, several hundred bottles of
mineral water, and more.
The owners and employees of Żabkas
in Poznań were also involved in supporting the local community. They
began their activities by diagnosing
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I wanted to support all those who
work in the services, because they
are on the front line of the battle,
and maybe all of us may need their
help soon. Small gestures, such as
coffee, are not a big feat for us, and
they send a clear message that we
appreciate and support those who
work 16 or 24 hours a day.

the needs of hospitals on Szwajcarska St. and Polna St. They learned that many everyday items are
needed, for both staff and patients.
Hospital employees asked for pens,
personal hygiene products, fleeces,
thermometers, blood pressure monitors, and also juices and water or
snacks in small packages. After the
needs of the hospitals were determined, the collection of goods in shops
began.
Due to the involvement of franchisees and partners, several dozen
stores from Poznań and its vicinity
took part in the drive, and hospitals
received packages of donated goods.
The local community turned out to
be so generous that the initiative was
extended to another hospital, located in Poznań at Lutycka St.

We passed the test
At the time this report is being written, we still do not know when the
epidemic will end or how it will develop in Poland. However, we do know
that, together with the franchisees,
we have passed the coronavirus test.
We did not disappoint each other
during this trial, and we have supported and maintained the continuity
and security of our businesses together.

Great People work in small Żabkas.
Over the last few months, we have
had the opportunity to see individuals among our franchisees whose
daily dedication, effort and sense
of responsibility has allowed us to
safely run stores and make shopping
possible for millions of Poles. I do not
think words can convey the admiration and gratitude they deserve for
this effort.

Piotr Pera
Director
of Franchisee Relations

86%
of franchisees has
positively rated the
support provided
by Żabka during
the pandemic

We are also happy that our efforts have
been recognized by franchisees. The
aid provided, reliable communication
and joint social activities resulted in an
exceptionally high rate of franchisee
satisfaction. All key areas of cooperation
(i.e. the billing system, sales partner
support, logistics services, failure
reports and assortment selection)
were rated significantly higher than in
previous editions of the survey. 86% of
participating franchisees in the study
rated the support provided by Żabka
during the epidemic positively.
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Safe customers in
safe Żabka
Jointly for
the safety
The greatest success in the times
of the pandemic was enabling customers to safely shop in functional Żabkas all over Poland. We can
proudly say that, apart from a few
stores in closed shopping malls, all
other Żabkas were and are available
to their customers. Procedures ensuring safety have been implemented
in every store, as recommended by
the Ministry of Health and the Chief
Sanitary Inspectorate

1.

All touch surfaces are disinfected
regularly, once an hour if possible.

2.
We have provided access to disposable gloves by shopping baskets
and at stands with bread, fruit and
vegetables.

3.
Automatic sanitizer dispensers and
gloves are available in each store.

4.
Sellers and Customers
are seperated by plexiglass.
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5.
We have tightened the rules for
accepting returnable bottles currently we only allow it with
a receipt.

6.
We have changed the organization
of services related to the pick-up of
packages and introduced a system
that does not require the customer
to touch the payment terminal.
To pick up a package, all you need
to do is give the cashier the code,
which is sent to customers via SMS.

Each person -according to regulations - is required to cover their
mouth and nose. We take care to
maintain a safe distance of
1.5-2 m between customers and
to keep the appropriate number of
customers in relation to the store
area. We also encouraged all clients
to pay with payment cards. We have
introduced the option of card payments for Lotto tickets and games.
For the convenience and safety of
our visitors, we have introduced
self-service. The new scanner setting
allows customers to scan the product without touching, scan the code
from the Żappka application and
make purchases by payment card at
the terminal.

Caring for the safety of our franchisees, store employees and customers, we introduced many changes
in the operation of stores, even
before the restrictions and recommendations from the government
appeared. Proper communication
allows us to effectively inform franchisees and customers about the
current situation, as well as provide
instructions on the current conditions for the functioning of stores.
Although we are a large network,
thanks to our efficient organization,
we are able to react quickly to new
government guidelines. The high level
of awareness of the entire organization allowed us to quickly provide our
customers with safe conditions while
shopping.

Joanna Kasowska
Director of Environment and Quality

In order to best respond to the
specific coronavirus needs of customers, we have also introduced
changes to the product range. In
addition to face masks, disinfectants
and disposable latex gloves, we also
provide:

• A wide selection of various types
of flours, groats, pasta, canned
vegetables - things that customers previously bought most
often in larger stores - have
become available to them in their
local Żabka stores.
• Frozen meats
• Frozen baked goods for baking at
home

Żabka
Café
For the safety of our customers, we
have modified their beloved Żabka
Café. Hot drinks and snacks can only
be bought to go, and the stirrers,
knives, forks, lids, cups or napkins
are given to customers by the vendor. We have also developed new,
longer-lasting hot-dog packaging, so
that customers can enjoy their taste
when they return home.

Dobra

Praktyka

• Hamburgers in special paper,
which can be heated in a microwave.

New services
– home delivery
and store pick-up
The coronavirus has changed the
shopping habits of Poles. This is why
Żabka is also changing. In mid-May
2020, about 220 of our stores were
already offering Click & Pick-Up and
Home Delivery services, thanks to

Responsible and
safe shopping
To familiarize customers with the new
reality of shopping, we have prepared
a social campaign broadcast on TV
and YouTube, „Żabka teaches responsible shopping”. Actors, who regularly appear in our advertisements,
emphasize the importance of safe
shopping in the event of an epidemiological threat. They emphasize the

importance of hygiene, encourage
non-cash payments and keeping a
safe distance from other people.
They remind us to consider whether
our health condition allows us to
leave the house, and to offer help
to the elderly. Tips on how to make
safe purchases have also appeared
on screens in our stores, leaflets
and posters, as well as in the Żappka
application.

which customers could order purchases online and then pick them up
in the store or order with the option
of home delivery. In the case of the
Click & Collect model, orders can be
placed via the Żappka mobile application. Payment for goods is made
upon their receipt at a store. A Home
Delivery service called „Żabka do
domu” is provided via the website or
by phone.

Good

Practice

Good

Practice
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Together more
We fulfill our social aid activities in
the era of coronavirus in accordance
with the new rules in a thoughtful
and systematic way, so that it reaches the beneficiaries in the best
form and appropriate time to satisfy the needs of the moment. We
avoided the chaos of donations and
maintained control over the spending
budget.
First, Żabka submitted pledges of
support to the national authorities
managing the epidemic, also securing the purchase of tests. The franchisees and employees, in a natural
social response, started the implementation of material aid. In April,
we started collecting funds through
the Żappka application program. In
May, we developed the aid scheme to
donate medical masks to hospitals.

march

april

may

june

Pledge of 4.5 mln PLN
made to the Ministry
of Health

Implementation of
the pledge made to
the Ministry of Health
(purchase and donation
of the CT scanner)

Implementation of
the pledge made to
the Ministry of Health
(donation of the CT
scanner, purchase of
ultrasounds)

Implementation
of the pledge made
to the Ministry of Health
(donation of ultrasounds)

Purchase of tests from Warsaw
Genomics for free use by hospitals

Use of purchased tests
by hospitals

Charity Żapps in the application

Local aid

Extension of charity Żapps

Expiration of local aid
(accounting, contracts)

Transfer of medical masks to hospitals
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In accordance with the
described strategy, Żabka
directs its charitable aid
primarily to medical facilities
(hospitals, clinics, departments
of the Sanitary and
Epidemiological Units), and to
organizations and foundations
supporting the fight against
coronavirus, while caring for
the safety and health of their
employees, franchisees and
customers.
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3.
Our aid is implemented along
three streams, with the involvement
of four groups of stakeholders:
1.

2.

Material aid implemented locally. Donations from franchisees or
directly from our logistic centers
to medical institutions and charity
organizations involved in supporting
the fight against the epidemic. The
most frequently donated products
are water, energy drinks, ready-made
meals, instant meals, coffee, tea, etc.
Personal protective equipment, masks, gloves and disinfectants are also
provided. This aid stream was realized
thanks to the commitment of franchisees and employees, especially in
logistics centers.

Financial aid to 16 local infectious disease hospitals, one per each
voivodship. The coronavirus has
become another opportunity for
us at Żabka to see how special our
clients are. As part of the action „You
exchange, we will double! Together we
help hospitals”, we offered the users
of the Żappka application the opportunity to exchange their Żapps for
real support for infectious hospitals
all over Poland. To further increase
the aid that goes to medical facilities,
we promised to double the amount
collected. This declaration was an
additional incentive and motivation
for the users of the application to
exchange the collected points for
charity coupons. We are happy to announce that with our customers, we
collected PLN 3 millions in total.

Engagement of stakeholders:
Franchisees and Żabka employees

Engagement of stakeholders:
Customers

Local aid in Poznań
Good

Practice

We deliver sandwiches and ready-made meals every day for laboratory technicians who work practically
without interruption examining test
samples at the Poznań Sanitary and
Epidemiological Cente, along with
the Sanepid staff.

We also completed the first deliveries of water, energy drinks and
protein bars for ambulance driver
and employees of Poznań’s infectious diseases hospitals.
We undertake these activities
in cooperationwith the City Hall
and the local community.

Financial and material aid carried
out by the company at the national
level in cooperation with the Ministry of Health and scientific and
research institutions.
We have pledged 4.5 million PLN for
activities related to the epidemiological threat. We addressed this in an
official letter to the Prime Minister of
the Republic of Poland, declaring full
support in ensuring the safety of all
Poles. Within this amount:

• we supplied a modern CT scanner, with a value of almost 3 million PLN, to the Multidisciplinary
Provincial Hospital. The equipment will be used to test patients
with coronavirus.
• we have distributed 100 portable
ultrasound scanners to selected
medical facilities indicated by the
Ministry of Health.

We purchased SARS-CoV-2 tests,
which hospitals could use free of
charge, for the amount of PLN
2 million, The tests were performed
by Warsaw Genomics, a Warsaw
laboratory specializing in genetic
diagnostics. Recently, it has focused
on performing SARS-CoV-2 tests,
and the amount provided allowed for
about 5 thousand additional tests.

We donated 500,000 free medical
masks to hospitals across Poland.
We supported the creation
of a website coordinating support
for hospitals and sources of aid
between those in need and potential
donors (www.wsparciedlaszpitali.pl);
Engagement of stakeholders:
Stakeholders and Żabka employees
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Working out an
algorithm
For years, Żabka has been building
a team of specialists in fields such as
applied mathematics and programming. We are one of the most advanced centers for the development of
tools, planning and forecasting in
Poland and Europe. Additionally, we
have real-life experience in the field
of modern logistics based on digital
tools.
During the pandemic, our expertise
was called upon by the Ministry of
Health. The Ministry asked us for
assistance in developing a special
algorithm to model the movement
processes of patients infected or
potentially infected with the
SARS-Cov-2 virus.

The objective was to optimize the
logistics activities of the Ministry and
to continuously evaluate the use of
resources such as facilities, beds,
hospitals, equipment, tests or patient
transport in individual
voivodships and counties.

Responsibility is one of the fundamental values by which we orient
our activity.

At Żabka, we want to be as close to
people as possible, and care for their
health is a foundation for our sense of
social responsibility.

On the one hand, the epidemiological
threat was a test for our business
model, its resilience and flexibility.
On the other, it was a confirmation
of whether we, as an organization,
can translate our values into

specific actions, as required by a critical
situation.
We hope that the number of activities and initiatives we undertook
with our employees, franchisees and
clients in mind helped ensure their
safety in these difficult times. Furthermore, during this time, we confirmed that the people who make up
our network are our greatest asset.
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All of our analyses were carried out
with strict compliance with the provisions on the protection of personal
data and respect for privacy
and IT security.

Contact

Anna
Jarzębowska
CSR Expert

+48 519 078 730
Jarzebowska.Anna@zabka.pl
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