
Key messages 
for customers

Some of the changes you’ll be making as part of the 
ditching disposables project may involve changing 
the way you offer services. 

To help you and your staff and help get your 
customers involved we’ve included some key 
messages to help answer questions and ease any 
worries about the project.

From Spring 2022 there will be a ban on businesses providing 
disposable items to customers, so businesses will need to use 
alternatives. This will be a ban on items like plastic straws, 
polystyrene cups and containers, and other single use items.

You can explain to customers that your business is getting 
prepared and making these changes ahead of time. This can be 
a good opportunity to hear customers thoughts and feedback 
on the changes you are making. We’ve included a guide in your 
pack on how to record positive and negative responses from 
customers.

1. Legislation is changing



2. Reusable items are safe 
Some customers may be worried about hygiene 
surrounding reusable items, especially due to Covid-19. 

You can reassure customers that reusable items are safe 
to use and don’t pose a risk of spreading Covid-19, if you 
business is employing good hygiene and contactless 
systems for reusables. See our Hygiene & Reusables 
guide for more details.

There might be concerns about general hygiene of 
reusable items. So long as good cleanliness and hygiene 
standards in like with national guidelines are followed, 
there should not be an increased risk. 

You can explain to customers the steps your business 
is taking regarding hygiene and any additional steps 
for reusable items, like not accepting dirty containers, 
avoiding cross contamination, or introducing contacless 
systems for food and drinks.



3. It’s what customers want
Customers increasingly want more green credentials 
from businesses and in the Portobello and Joppa Area. 
The majority of Scots (77%!) are also concerned about 
the amount of single-use plastic we use. 

Despite this, some customers or staff may feel the 
changes you are making aren’t something that people 
want.

4. Making a positive impact
Most customers are aware of the issues surrounding 
litter. 31% of litter found on Portobello beach is a 
disposable item such as straws, napkins, and plastic 
drinks bottles. 

The changes your business is making will help reduce 
the number of disposables in the area by reducing the 

Don’t forget to record any responses that 
you may get from customers in your 
‘Recording customer responses’ form. 


