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Food safety advice for online grocery
shopping and delivery
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Online grocery shopping and delivery is growing in
popularity.

Numerous brick-and-mortar businesses, ranging
from supermarket chains to small single-store
operations, now offer online ordering and grocery
delivery to their consumers.

However, failing to observe Good Hygiene Practices
when preparing, storing, and delivering grocery
products might not only result in food safety issues,
but also invite consumer complaints.

It is critical for food businesses to ensure that all
food products are handled properly throughout the
entire delivery process, whether delivered by food
premises staff or third-party agents.
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Complaints about food safety of food bought online
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Complaints about food safety of food bought online as a percentage of all food complaint cases
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Collect information from Consumers
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Consumer Liaison Group of the CFS

* Provides a platform for better communication with

the public on various food safety issues so as to
collect suggestions and comments from them; and
to understand public's knowledge, beliefs and risk
perception on various food safety issues in order
to tailor risk communication messages to meet
their needs.

* Current members: >400 ppl, 51%% male, 49% female
* Age: (15+, majority 19-60)

* Education: (majority secondary school to degree)

* Public perceptions and knowledge on

online grocery shopping
Online survey (n=130) in April 2023

Focus group meeting (n=14) in July 2023
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Do you think online food shopping is safe?

FERE - FBL
Very safe, no worries

AHBEZE - BEADFFED

Generally safe, but there are some concerns
AXZZ - BRELEYARBE

Not very safe, always worried about food
problems

RALZE - #RAEERTER
Very unsafe, only use it when there is no
other choice

BALZZE - MAEEARAERY
Extremely unsafe and will not use online
shopping for food

MRBBABEERYEUATH—LERSLIR[EE ?

B Do you think online food shopping is safe?

BEYRIERAE - BRNREHEEEEESENEEE
The origin of the food is unknown, and the quality
and taste are different from those sold in physical
stores

WM EY EEREBIEFRAZNRARREBNERARK
The quality of the food received is significantly
different from the photos or claims posted in the
online shopping store

BEYEEXSEmEMAKRE

Food is damaged due to collision during
transportation

BEMREERE
Food is approaching expiry date

BENMHENEMEEE - IR TS EEm
When food was shipped, it was stolen and replaced
with inferior goods
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What do you think is the most
important thing to pay attention to
when shopping for food online?

BYINRERESIA?
Is the food source legal?

TENRIEREEHE
Is the shipping process fast?

BERVBIESERIE

Is the storage condition appropriate?

EmESLBRImE?

Is the product a well known brand?

BEYNERESER?
Is the price of food cheap?

MEBRBREMNREY - UTFTHIETURARESEN
E375% ? If you find problematic food, which of
the following would be considered your most
appropriate approach?

BiEdiels - REER - EXABIEFLRESER
Contact the online shopping store, keep the
receipt, and ask the online shopping store to
follow up or replace it

BER B IR
Call the government food complaint hotline

BERY - MBS - OJIREZTAIERACheck
the food. If there is no obvious damage, it can
be cooked or eaten as usual

HERY - FBEXEZAEIS

Throw away food and no longer visit the online
shopping store

hEEE - PEREHRE
Take legal action and apply for civil
compensation
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Which of the following do you think is the biggest
advantage of online shopping stores?

NERE
Quick order placement

RS E

Convenient delivery

REABLUTNM—IE SR ERYERATARS ?
Which of the following do you think is the biggest
disadvantage of online shopping stores?

BERBEAMLER
The delivery process is difficult to monitor

BYEHEEES
Lots of food choices

BEESFLER
Easy to make price comparison

EYRIFERBRE

Food sources are not quaranteed
EBMREFEER

The procedures for refund and exchange are
complicated

EVMESARA
Systematic food search

WX B B 1 3 dth Bl 28 LUE T 12
It is difficult to accurately control the time or
place of receipt
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MERREZBENE
Online shopping systems are prone to failure
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Some opinions of focus group (1)
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* When buying food in online stores, one should not

only focus on appearance and ignore food safety.

« | will refer to online reviews to decide what to buy, and

| am more confident in big brands. The food | buy
includes chilled food, but I will not buy fresh seafood
or seafood for raw consumption

» Licensing issues in online stores are more difficult to

monitor, while buying food in physical stores is safer
because you can verify whether the seller holds the
relevant licence.

* Online shopping stores should show proof of origin of

food purchased online to allow customers to purchase
goods with confidence, and online stores should
provide a local contact address and phone to facilitate
customer complaints and allow the FEHD to take
follow-up actions when necessary.
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Some opinions of focus group (2)
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« Consumers have the right to know that the goods

sold are about to expire, because there can be
several days between the time of online ordering
and the delivery of the goods to consumers, and
there should be least one to two weeks before

expiry.

« Packaging mainly takes into account hygiene

issues, so prepackaged food purchased online
does not require much packaging.

+ However, food purchased online will go through a

series of transportation procedures, and
additional protective packaging is needed to
protect the goods.

« Online store employees should participate in

relevant food safety courses to enhance food
safety and protect public health.
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* This set of advice is intended for operators that
. Z&EE%@/E\TE'T%%E Eﬁ&/g}z@ﬂ%ﬁt@ %ﬁf@?ﬁ’\]@% D, offer online ordering and/or delivery of groceries
AIIE RS . 174 =R = \ e including operators of grocery stores, supermarkets,
E:JE%E\E it@"&l__ﬁ < "HJ:WEJ//{&%_EQE@ online shops as well as third-party food delivery
IR agents.
° EET%E)]%%@%EE'T%}&@@EE@ﬁ#@ﬁ%ﬁ%ﬁﬁ ' J/\l * It aims to assist the trade in implementing
BIEREREmMMHEEEERBR I NBREERNERE - appropriate food safety measures in their

operations to reduce the risk of foodborne diseases
R $E§§mgﬁzﬁiy,ﬁ; , E'fﬁﬁﬁ%@% E Jﬁg:ﬁ%ﬁ , 1@ E‘ E'j when providing grocery delivery services.
EH LRI T RIFFESE L (Good Hygiene

. i *  While this is not a legal document and its use is
Pract|c¢§ _fiﬁ *’Eﬂ G,I_jl_P_S) *HE% E/\JE%}E % ’ ;IE}% H;"A'IEE voluntary, it reviews some essential parameters
ﬁ[ﬁ#@%%ﬁé%%&% :Efzﬁﬁ;ﬂ_%@ EZEIRM - 1L related to Good Hygiene Practices and recommends
ﬂ;}%%%}%{%ﬁﬁﬁ#@ E’\]%Eﬁﬁﬁ}i ® best practices that any food business operator (FBO)

or third-party food delivery agent should consider in
providing safe foods to consumers
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Groceries
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The term “groceries” in this set of advice refers
to food items commonly sold in grocery shops,
supermarkets or online shops, including pre-
packaged and non-prepackaged foods.

Some of these foods are perishable such as
fresh fruits and vegetables, eggs, meats, poultry,
seafood, dairy products, fruit juices, convenient
meal-kits, and a variety of frozen food products.
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Common food safety problems related to
online grocery shopping and delivery
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g Improper time / temperature control

. Cross-contamination of food

. }EEIE %%&E@%%’f . Spoilage caused by physical damage

. 55% ﬁ;ﬁ%%?&@i\ﬁ&% ié’f}ﬂ . Lack of food information for consumers
fﬁg;ﬁﬁ?ﬁﬁ i HH EI’\]?'\W_] . Sale of food products close to expiry date

° = =1 =3 X7~ <

. Non-deliveries

- RARNEY
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Time/temperature control

R (KEE) -> B 4E LR
(=R ) -> BE-18E s L

Eik%%q]%ﬁ%%}%/%_z}%ﬁﬁ’]?% IR
ot Z2 BTNREBURRC B ERVE R -

ERYEERE SRS
7 {58 R E AT IR E Eﬁﬁ}%}%&}%ﬁﬁﬁ%ﬁi

BEYEREKARN LR EFIEE A ERM/)\E

I

BB BB AR -

o Chilled food -> below 4°C
o Frozen food -> below -182C.

. Preferably, use vehicles fitted with refrigeration
equipment and temperature data logger to
transport perishable food that needs to be kept
cold during delivery.

- Pack them in coolers, foam or corrugated
cardboards and make sure that the chilled and
frozen foods are not kept above 42C for more than
two hours by checking with a thermometer.




Time/temperature control
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Optimise the delivery route to shorten
transportation time.

Minimise the time that chilled or frozen foods are
exposed to ambient temperature during loading,
unloading, holding and transit.

In case of any breakdown of the vehicle or its
cooling units during delivery, provide an
alternative vehicle that conforms to the stipulated
standards promptly to ensure food safety.

Implement a system of taking and recording
temperature during food delivery and regularly
calibrate refrigeration equipment and
thermometers as part of the documented
procedures.
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Protect food from contamination
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Make sure that food transportation units,
including vehicles, trolleys, boxes, trays, etc., are
designed, constructed, maintained and used in a
manner that protects food from contamination.
If a customer’s order contains both food and
non-food products, pack them separately using
corrugate boxes or plastic bags.

Conduct proper and thorough cleaning if a
vehicle is changed from transporting non-food
products to transporting food products to avoid
contamination, and keep cleaning records.

Use tamper-evident devices, such as tear strips,
on loose non-prepackaged foods such as
convenient meal kits to make it obvious if the
package has been opened before delivery. This
helps customers to know that the food has not
been tampered with and is safe to eat.




1% -‘-" = % ﬁ"k = CF% % 7 }E El:E ~.§ Z;ci;c;;';fragile foods from mechanical

- RHERIIENARYmEARSE  ERENY I * Place heavier items on the bottom and lighter
E}E@%B $§$«< E/] cr@ l:lﬁ':l HQE]EEZB , J/\/{ BEJJ:EZEE/‘] CF@ ﬁ@ items on top wh'en packing different items of a
"—FEE/] "LI'% customer order into a box to prevent heavy
= products from crushing those below.
- NAEENEREASBES R Efa - AT . a/'a':;_us? of the péckaﬁingdtﬁ,convev mportant
Wik 7 - 2 andling information that deliverers shou
E',E'_E/] bE'I /E'—FEJE?J:'EEJ: J /b\ﬁlﬁﬁz . @Z, %ﬁ+ . know, such as applying a label with ‘HANDLE
EAA Ay
RIL ° WITH CARE’ or ‘FRAGILE’ on the box when
appropriate.
) 1%{{%\?[3_}2'_1%%&59'\?] Pl -ﬂ] @]f@ 7H .%j(y *  Apply extra packaging and cushioning materials
"
Eﬁ%i—]ﬂ?% Eﬁaﬁ?i}_ﬁ_‘z fjﬁﬁﬁ’]}?ﬁﬁ Et only when necessary, as most fragile foods
J//{ 1% nx?ﬁf% . already come with original packaging from

)I/ producers or distributors that should be
sufficient to protect the food.

LI @
-
.‘.:‘L\#m!




\

)

=RYRES =

Food Labeling
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Display accurate food labels for prepackaged
food, such as nutrition information and
ingredient list (including food allergens), on the
online shopping platforms to enable consumers
to make informed choices.

Make sure that the food information, whether in
the form of photos, graphics or texts, is
consistent with the package label and is legible,
readable and accessible on all devices, such as
laptops and smartphones.

Regularly check with manufacturers or suppliers,
and update the website if there is a
reformulation of the products or if an errorin
product information is detected.
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Expiry date

Display accurate food labels for prepackaged
food, such as nutrition information and
ingredient list (including food allergens), on the
online shopping platforms to enable consumers
to make informed choices.

Make sure that the food information, whether in
the form of photos, graphics or texts, is
consistent with the package label and is legible,
readable and accessible on all devices, such as
laptops and smartphones.

Regularly check with manufacturers or suppliers,
and update the website if there is a
reformulation of the products or if an errorin
product information is detected.



FEREFERE ' T REERES Providing FAQs on your platform

- HEHEERAAR T IWHMRERE 1 " IEHE
5 Z AR 1 HEZEER - BIRNEEEZE * Providing consumer education on the difference

Q?r)ﬁ . between “best before” and “use by” dates can help
your store in several ways:

o fe&EbR T R AR R mAVEE

* It can encourage product purchase closer
to the expiry date

OO ERIRMERMFRER AE EmY
e E It can show customers that you value their
health and satisfaction with your products

oEPBEERVREXTNEY

It can help consumers to reduce food
waste in their homes
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C Allow customers to select their
preferred delivery day and time frame
to avoid missing or failed deliveries.

Communicate with consumers by
sending order and delivery
notifications to keep them informed
about the arrival date and time of
their orders.

Follow the agreed time slot. If the
food order cannot be delivered at the
agreed date and time, notify
consumers as soon as possible.
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- Set up and adhere to the company’s non-
s N . o delivery policy. For example, if there is no
° %UEEXUZ g;}'/&\gj E/\] ?ﬁ 5&1?%:#% BZ R ° 1§J QD _H_E one at home to receive the delivery at the
IEERBEFEEANE - ZETEZFEEUH - ?'\EIEIIII% = appointed time, the order will be cancelled,
© S e p — and the groceries will be sent back to the
Hd‘%ﬁ@@ﬁ}g %}5 E1§E—H’\/{E¥ﬁﬁﬁt EB \HT—r FIEﬁ shop. Customers can then reschedule the
delivery.

- AZXRERBEAER @ B IREVEERABERN .
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If customers are not at home at the time of
delivery, do not leave food unattended
unless arrangements, such as “no-contact
delivery”, have been made with the

. REBE  ZENEAEE BNZE | costomer
R -

& Advise customers that the safety of food
cannot be guaranteed if it has been left
unattended.
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Grocery lockers
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FBOs can provide buy online, pick up in
store (BOPIS) services or use grocery
lockers for no-contact delivery.

FBOs must ensure that perishable food is
stored at proper temperatures in the
stores or lockers in a hygienic condition.

For grocery lockers, there should be three
temperature zones (frozen, chilled and
ambient) to manage groceries with
different properties.
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v sk 3 Online shop operators and third-party

’Iz“i AR %)% — 75 % P':'ﬁ}?‘%_‘ A delivery agents should provide training to
=] 1T I 1 Smi EJ | EE 'f% 'ﬂﬂ ﬂaq BE 1% % employees to ensure that they maintain

@ A - Iz ( ;%Eﬁm) REYESE - personal, environmental (including vehicle)

and food hygiene.
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Food Safety Advice for
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