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Dear Customer,  

Further to our letter of 16th March 2020, I wanted to update you on our business and how we will 

continue to support yours, during these challenging times.  

As we enter a more restrictive stage of the COVID-19 pandemic, we are continuing to focus our 

resources to ensure that we help keep the country running. We have been working with the Petrol 

Retailers Association, the Associations of Convenience Stores and the Government through the 

Department for Business, Energy and Industrial Strategy and have now been designated a “critical 

infrastructure provider” by the Government. Accordingly, we are aligning our focus with the needs of 

our customers and the overall national infrastructure, given our responsibility to assist in keeping the 

highest priority retail sites functioning. 

As a service business, we are adapting how we work, where we work and what we do to focus on 

keeping everything possible running as normal. Our Service Desk is fully functional, with most staff now 

working from home, taking calls, managing tickets and supporting your business.  A small central team is 

still office based to maintain the parts process for the field engineers. 

With regard to support in the field, we aim to maintain, wherever possible, service levels for you, our 

customers. In doing this, we will also aim to reduce personal contact with the general public to protect 

both customer staff and our field engineers. These measures should enable our engineers to attend sites 

with significant operational issues on an ongoing basis.  

As part of this, from today – Friday, 27th March - our engineers will temporarily postpone the processing 

of upgrades and new installations that are not deemed to be critical in nature. All postponed work will 

be rescheduled when this phase is over. Clearly, if we are materially affected by COVID-19, we will tell 

you as quickly as possible and also include a clear method for prioritising our work from then onwards. 

I hope you can understand the need for these adjustments, given the new demands on all of us. We 

remain determined to help keep your business flowing as smoothly as possible in what is a very difficult 

time for you and at the same time, also help to maintain the flow of national resources needed to keep 

the country fed and fuelled during this emergency. 

Yours faithfully, 

 

Jeremy Lewis 

CEO, Universe Group, parent company of HTEC Ltd. 


