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Banking Industry Common Practices  
For Confronting COVID-19 
 

 
 

 
  
 
 

Below are common practices that banks of all sizes across the country have shared with ABA 

staff in response to the COVID-19 crisis. Banks adopted these practices to protect their 

employees and customers, which should be every bank’s top priority. Through these actions, 

banks hope to continue serving their customers and communities and support the U.S. economy.  

This list is compiled from input from several bankers so the practices may not be consistent, with 

some banks imposing 7-day self-quarantines and others 14-day quarantines, for example. It also 

is not a complete list of common practices. Since pandemics are typically managed at the local 

level, each bank should decide which practices best fit its unique circumstances and comply with 

guidance provided by federal, state and local leaders and public health officials. Banks should 

also review the ABA COVID-19 FAQs for additional guidance related to some of the procedures 

posted here.  

This document is provided as an informational resource only and should not be considered legal 

advice. If legal advice is needed, please consult your current advisors. These are only 

suggestions for your consideration and any implementation should reflect your bank’s unique 

circumstances and communities. 

  

Serving Customers 
 

• Designate times for "at risk" customers (because of age or condition) to visit the lobby when 
no others are allowed. Some are calling these "Golden Hours." 

• Prevent customers from entering the office/branch for discussion purposes only. 

• Make loans by appointment only. 

• Open new accounts by appointment only.  

• Redirect deposit account signature cards, early disclosures, loan closings and other 
transactions when possible through drive-up windows, email or the postal service, and find 
other creative ways to reduce contact with each other.   

• Establish one branch lobby for business customers only. 

• Advise all employees about the risk to older/high risk condition people. Explain why social 
distancing is so important. 

• Proactively reach out to your customers; how you tend to your customers now will impact you 
later. 

• Reassure customers that the bank is secure, educate them on FDIC insurance and stress the 
potential danger of keeping large sums of cash at home or office. 

• Consider payment waivers for up to 90 days for consumer and commercial borrowers that are 
affected.  

• Use branches or REO as collection points for groceries or meals for kids and elderly. Allow 
staff to volunteer to help others. 

• Identify business sector customers that are particularly affected by the situation and reach out 
to proactively offer assistance.  
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• Offer 90- to 120-day loan extensions for customers. If you do this, stay in touch with your 
regulators and make sure you are consistent with how you are restructuring loans. 

• Use the government’s planned payments to individuals as  an opportunity to walk customers through 

how to download bank’s app and  deposit checks remotely. 

• Offer 90-day interest-only loans to small businesses.  

• Consider waiving (or reducing by 50%) overdraft and late fees 

• Offer drive-up refis, loan closings 

• Offer $1,000 consumer loan with no costs with a credit score and pre-virus income source 

• Offer 30-day loan deferral for any borrower making the request; no paperwork required 

• Move staff into new roles--working on refis and reaching out to borrowers--to more effectively serve 

customers  

• Suspend credit bureau reporting 

 

Closing Lobbies 
 

• Establish "triggers" for closing lobbies, such as Category 5 Pandemic/closing of bars and 
restaurants/staffing reduction. 

• If you close a lobby, designate one drive-thru for business customers and one for consumers, 
as their transactions are very different and differentiating the two can help speed 
transactions. 

• Keep your messaging positive. Don’t not use the word “Closed” on your door or website; 
instead use “Appointments Available.” Remind customers that banks are never truly closed, 
thanks to online and digital platforms that provide customers with 24/7 access to their 
accounts.  
 

 
Customer Communications 

 

• Communicate carefully to customers about the various banking channels you 
provide. Remind them of telebanking, online and mobile banking, and ITM or ATM 
access. Communicate using all means available: text, email, website, social media. Post a 
notice on the lobby door about any changes, such as the need for appointments, use of the 
drive-thru, and a request that no one enter if they are feeling ill. 

• Remind customers of scams, especially fraudulent emails purporting to be sent by health or 
government agencies that require customers to provide any personal or account information. 
See the Federal Trade Commission’s Coronavirus scam page for more information.  

• Issue joint press releases with other banks in your community to help allay community 
member concerns about the availability of banking services 

• Ensure marketing officers have signage/emails prepared in the event of a closure. Have it 
pre-approved by your legal and communications teams and readily available to the branch 
manager. Be proactive not reactive. 

 
Staff Health 

 

• Require all staff to take their temperature before coming to work. Employees with temps of 
100.4 or higher must stay home and notify their supervisor. 
 

 

https://www.consumer.ftc.gov/features/coronavirus-scams-what-ftc-doing
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Staff Travel 
 

• Suspend all non-essential business travel. 

• If employees travel to an area considered by CDC to be high-risk, require that they self-
quarantine for 14 days. 

• Require that employees who have traveled anywhere during the past week stay home for  
7 days. 

• Ask all employees about recent travel and contact with known infected individuals. Consider 
paying staff who would be unable to work if self-quarantined. 
 

Staff & Executive Team Meetings 
 

• Hold all group meetings via teleconferencing of some kind. 

• Assemble your pandemic response team daily (over conference call or other online 
platforms) to keep up with changes. 

• Schedule a daily management team meeting before the bank opens. 

• Hold a daily call with branch managers at close of business. 
 

 
Staff Working in Branches 

 

• Require non-customer facing personnel work from home and try limiting interactions of 
personnel as much as possible in offices. Stagger times and/or divide shifts in the office if 
possible. 

• Have staff sign in when they arrive and leave. 

• Limit access to the breakroom to one person at a time. Unless it is urgent, staff should remain 
within their own work area and not enter other areas of the bank. Use text, phones and email 
instead. 

• Schedule all staff to remain at a specifically assigned office. Require any visitation to another 
office to be preapproved by a member of senior management. 

• Organize branch staff working in branches into A and B teams. Space them out to allow for 
social distancing and have them alternate in-branch work days. Ensure that people who must 
work in the bank are not working in close areas. Assign bathrooms and water dispensers to 
staff to limit cross-contamination.  

• Split teams up between buildings so that an entire department, such as mortgage processing, 
is not exposed at one time. 

• Suspend carrier service and employee travel between branches. 

• Prepare your bank to operate in a completely virtual world. 

• Use bank’s disaster recovery site as a work location to spread out staff. 

• Institute casual dress code. 

• If possible, reduce in-branch staff to frontline employees only.  

• Advise staff not to report to work in branches if they are not feeling well, even if their 
symptoms are unrelated to coronavirus. 

 
Staff Pay & Staff with Children 
 

• If bank has fewer than 500 employees, review paid FMLA leave and paid sick leave 
provisions in the Families First Coronavirus Response Act. (See this ABA staff analysis.) If 

https://www.aba.com/advocacy/policy-analysis/families-first-coronavirus-response-act
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bank has 500 employees or more, consider offering PTO for one or more of the 
following: illness, necessary child or family care or "high risk" situations. 

• Acknowledge and address staff concerns about health and job security and discuss efforts to 
support them. 

• Expand sick time policy and financial support to account for childcare, sick relatives. 

• Discontinue any employee childcare in branches to reduce exposure.  

• Warn those who take nonessential travel, despite CDC guidelines, that they will need to self-
quarantine for seven days. For hourly workers, this could result in unpaid leave.  
 

Branch Sanitation 
 

• Remove all beverage/snack stations from lobbies. 

• Clean the bank thoroughly, especially high-touch areas. Provide bank employees with 
sanitizer, gloves, wipes etc. Ask customers and employees if they are feeling ill and ask 
those who appear or say they are ill to leave the bank lobby and use the drive-thru. 

• Remember that gloves and masks are not necessarily effective.  

• Disinfect all areas of exposure with disinfectant wipes or soap and water following the 
departure of any guest. 

• Direct front line staff to wipe down the drive-up area multiple times a day, including the 
drawer, tube, teller stations and speaker. 

• Prepare to close, clean then reopen the branch as soon as possible if an employee, customer 
or guest is suspected or identified as infected. 

 

Cash Management 
 

• Request the same amount of cash as you would for a holiday weekend. Track large cash 
withdrawals and contact those customers to explain that the bank is secure and educate 
them on FDIC insurance. 

• Contact your cash delivery services and/or ATM servicers to understand what, if any, 
restrictions they might have. 

• Have Diebold check cartridges 

• Increase insurance for cash being held. 

• Increase daily limit on cash deposits. 

 
Regulators 

 

• Communicate regularly with your regulators, as well as local health officials. 

• Since all FDIC regulatory staff may be are working from home, make sure you leave a voice 
mail and follow it up with an email. 

• Take notes for all pandemic-related meetings to share with your regulators. 
 

Branch Operations—Miscellaneous  
 

• Postpone foreclosures and lawsuit filings. However, seek advice of your counsel with regard 
to receiving all proper releases for lender liability claims. 

• Arrange for document couriers to call each office upon arrival and for boxes to be swapped at 
the back door without face-to-face contact. Observe the swap through the back window or the 
courier vehicle. 
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• Prepare and send documents for loan closings done at the title company with ample time for 
the customer and title company to review. Do not allow loan officers to attend the closings. 

• If any exceptions are made to loan policy because of staffing issues, record and immediately 
report them to the chairman/CEO, president/CFO, or the AVP/credit administrator. 

• Add markings on floors of branches indicating where customers and staff may stand to 
ensure safe social distancing. 

• Test Fed lines. 

• Conduct annual meetings by conference call only (but make sure this is consistent with state 

requirements). 

 

Staff Working From Home 
 

• Increase VPN accessibility, then test connections and remote access with management team 
before rolling out to wider staff. Also, test and routinely check VPN usage for failures resulting 
from bandwidth/internet limitations.   

• Consider using WebEx and Zoom platforms to collaborate and stay connected. 

• If you don’t have a Remote Work Policy, create one and have staff sign it.   

 

Community Support 
 

• Order lunch from local restaurants for staff working at branches. 

• Buy from local businesses (gift cards, inventory, etc.). 
 

Board Operations 
 

• Hold remote board meetings. 

• Give loan pre-approvals.  

• Grant more authority to senior staff. 

 

Staff Morale 
 

• Share photos via bank intranet, social media, etc. of staff working at home and in branches 
(and watering their colleagues’ plants!). 

• Continue celebrating staff work anniversaries and birthdays. 


