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On November 24, 2020, Ministerial Order # M425 was issued under the Emergency Program Act of the 
Province of British Columbia. It mandates the use of face covering in indoor public spaces and is in effect 
until December 7th, 2020 or later.  
 
The order mandates everyone 12 years and older to wear a mask in all public indoor settings and 
workplaces. Individuals who are medically exempt, along with children under the age of two years are not 
required to wear a mask. Children between the ages of 2 and 11 are encouraged to wear a mask. Masks 
are also not mandatory while participating in a sport or fitness activity. You can read all of the details of the 
order, here. 
 
The Order is enforceable through $230 fines by enforcement officers, such as police.  
 
For businesses, having a good Safety Plan in place can ensure measures are in place to protect customers 
and staff. These measures should include distancing, environmental controls such as plastic shields, 
increased sanitation measures, and mask wearing.  
 
If a person refuses to wear a mask, a business has the right to refuse entry. However, a person may have a 
medical condition that prevents them from wearing, or putting on and taking off a mask. They are not 
required to share with you what that medical reason is. It may be worth it to try to find an alternative way 
to help them.  
 
Here are some collected tips and best practices about how you can enforce the Ministerial Order in your 
business.  
 
Be Proactive 
Aim to inform and then give people a chance to comply. Signage at your door is a good first step, but you 
can also mention it when you greet them and in your communications materials on your website or social 
media so that a customer knows what to expect before arriving.  
 
Be Kind 
Use the same customer service principles you would use for relaying other policies and guidelines. Come 
from a position of empathy and do not assume anything. This is especially important at this difficult time. 
Everyone is affected by the pandemic, and each of us is struggling in our own way. Showing kindness to 
each other can go a long way. 
 
Often it is how the message is delivered, and this can be more important than the message 
itself. Remember: each interaction is unique; it may be the tenth time you’ve said the same thing, but it will be 
new information for the visitor. 
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https://www2.gov.bc.ca/gov/content/safety/emergency-preparedness-response-recovery/covid-19-provincial-support/restrictions#masks
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Like many policies, helping people understand why the policy exists helps them comply. Businesses are 
obligated to follow the health orders and wearing masks is now mandatory, or they risk being shut down or 
fined. 
   
Find Options 
When someone says they have no mask, or refuses to wear one, offer some options. They may take a 
disposable mask, or you may be able to identify a way to access your services without entering the building 
without a mask such as shopping online or by phone.  

 
Some sample language that may help: 
 

• “Hello. Welcome to [business]. Do you have your mask with you today?” 
• “Masks are now required by the Province and I do have one for you today.” 
• “Hello. Welcome to [business]. Thank you for wearing your mask today. We are doing our best to keep 

everyone safe. Our focus is on awareness and education, so please ensure that your mask fully covers 
your nose, mouth, and chin, as it’s most effective that way.” 

• “Thanks for helping us to keep [business] open by wearing a mask!” 
 
For Those Who Are Exempt 
There are people and circumstances that allow for exemptions from the face covering order however a 
private business may make and enforce a policy that is different than the Ministerial Order so long as the 
Ministerial Order is met. For example, a business may say that all children over the age of 2 must have a 
face covering, and the Order says that those under 12 are exempt. The business has the right to enforce 
their preference because the Order is being met with the business’ policy.  
 
Some ideas to help those who are unable to wear a mask:  
 
“I’m sorry, you do need to wear a mask to enter the building. May I … 

o Bring you the forms / items you need?  
o Take your information and have the appropriate staff person follow up with you?” 

“I’m sorry your health prevents you from wearing a mask. Because of the mask order, other visitors will be 
alarmed and may speak to you directly. Let us help you with what we can from here to make this as easy as 
possible for you. May I … 

o Bring you the forms /items you need?  
o Take your information and have the appropriate staff person follow up with you? 
o Locate the staff person you need before you come further into the building so they can meet you 

here and assist you? 
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Be creative and brainstorm with your staff. Does this customer need to be in the building or is there 
another way you could help them? 
 
Reminders for Those Already Present 
Once people are inside the business, if they remove their mask some additional messages may be 
required to remind them that the mask must stay on. Such as:  

• “I’d be happy to help you if you could please put on a mask, thank you”  
• “I’d be happy to help you if you could please put your mask over both your nose and mouth, thank you.” 

 
What to Do If the Person Refuses Your Help 
If a person becomes belligerent, do not compromise worker safety or the safety of other customers inside 
your business. You may tell them they must leave and you may refuse to serve them. If they refuse to 
leave, or if you feel threatened, you should call the police for help. Abusive or belligerent behaviour about 
wearing face coverings or others wearing face coverings is not permitted under the Ministerial Order and 
is subject to a fine.  
 
 

We are all in this together. Be kind, be calm, and be safe. 
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