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introduction
BENCHMARK HAS ALWAYS PLACED A STRONG EMPHASIS ON THE HEALTH AND SAFETY OF OUR GUESTS 

AND ASSOCIATES. HOWEVER, DUE TO THE CORONAVIRUS PANDEMIC, THERE IS AN IMMEDIATE NEED TO 

RAISE OUR ALREADY DEMANDING STANDARDS WITH INNOVATIVE PROTOCOLS THAT ARE APPROPRIATE 

FOR OUR NEW REALITY. FOR THIS REASON, BENCHMARK’S CLEANLINESS COMMITTEE HAS DEVELOPED 

THIS DOCUMENT FOR YOUR REFERENCE AND PLANNING.

Our experts at the home office and in the field, along with our trusted partners in food and beverage safety, hygiene  

and infection prevention, have developed this playbook of hospitality cleanliness standards and behaviors.

We have evaluated new technologies and have provided a list of PPE recommendations to the field for consideration.  

These include electrostatic sprayers and the highest classification of disinfectants recommended by the CDC and  

the WHO to sanitize surfaces throughout hotels.

When guests check into our hotels, they will expect a new standard of hygiene and a heightened cleaning regimen.  

This plan was designed to meet the expectation of an even higher standard of cleanliness for the hotels as well as  

protocols for social distancing.

A great deal of official guidance is expected to be dictated at federal, state and local levels, including an immediate focus 

on sanitation and cleanliness. Social distancing and contactless service is our new normal for the foreseeable future. 

Restaurants, bars, meetings and recreation amenities will see diminished capacities, which in turn may result in scaled and 

creative offerings. Feeding and serving our local communities will be vital, as regaining their trust and loyalty is crucial to 

building back our business.

Clear, consistent communication will be key to our future success. We want our guests and our associates to know that 

when the time comes to travel once again, we will be ready to welcome them back to a clean and safe hotel environment. 

For now, we must be prepared to meet the requirements of our new reality, while at the same time remaining flexible and 

ensuring we are able to scale up our businesses safely and appropriately. 

Please reach out to your Regional Vice Presidents of Operations with any questions or additional guidance.
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state of the  
hospitality 
industry



This guidance has been 
developed by taking into 
account key impact strategies, 
industry expertise and  
tactics already employed 
on the world stage. We 
can expect the following 
fundamentals as we operate  
in the age of coronavirus:

  �A relentless focus on sanitation has become the norm.  

Standard operating procedures and personal protective 

equipment are a significant part of daily operations.  

As guests start to travel and dine out again, they will  

demand an extra measure of safety and precautions.

  �Since staff members will be wearing face masks at all times,  

a genuine sense of welcome and hospitality cannot be  

delivered with a smile, so eye contact, tone of voice, and  

active anticipation of guest needs will be important.

  �Value for price will be elevated as consumers will weigh their 

personal safety as prime importance. Guests will choose the 

hotels that actively demonstrate that commitment with more 

visible cleaning activities evident throughout their stay.

  �Casual dining has been reinvented with curbside pickup  

and drive-through service at full-service restaurants evident  

at hotels as well as free-standing operations.

  �Heightened activities centering on staff training must  

be implemented to educate every employee on the  

importance of strictly adhering to the extensive cleaning  

and sanitizing techniques and ensuring the new routine  

is rigorously maintained through active supervision.

  �Food insecurity is growing, with the supply chain having  

been disrupted not only by demand but also by direct  

virus impact on production itself.

  �Time constraints will return with people eventually  

returning to work, the office and the gym, making  

convenience important to consumers.

  �Better labor efficiency will emerge, with operations opening  

with skeleton crews that may increase productivity in the future.

state of the  
hospitality 
industry
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hotel &  
resort  
operations



The intent is to create a touchless 

experience for the guest upon arrival. 

All areas of entry and egress should be 

reviewed to see if they can be kept open 

or automated. All team members should 

always be in their appropriate PPE gear.  

At pre-shift meetings, social distancing and 

sanitation standards should be reviewed 

in addition to the guest script describing 

property cleanliness and safety protocols.
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front office 
& valet
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arrival & valet
  �Valet service should be suspended where possible.

  �If valet service is being provided, employees must be  

equipped with PPE. 

  �Touchless hand sanitizing stations should be made available  

at entries. All guests arriving should be encouraged to use 

them prior to entering the hotel.  

  �Social distancing markings and directional signage  

should be clearly visible upon arriving at the hotel. 

  �Valet attendants should replace gloves after each car  

is parked. All surfaces should be disinfected and wiped  

down by attendant—door handles, steering wheel and  

car keys—after parking and retrieval.

  �Baggage handling and delivery may be provided upon  

request. Luggage may be delivered to the guestroom but  

left at the door for the guest to retrieve. 

  �When valet parking is in operation, team members should 

provide approximate timing recommendations at arrival for  

the retrieval of cars while observing social distancing protocols. 

  �Luggage storage should be handled by door and bell 

associates only. Gloves should be worn when storing  

or retrieving luggage. Separate guest bags from one  

another when stored. 

  �Door, valet and bell associates should be trained on contactless 

check-in protocols that might be in place at certain locations. 

Encourage the use of contactless applications in place at 

hotels, such as INTELITY and Zingle.

  �Welcome letters outlining safety protocols and hotel-specific 

information should be available at the front door for guests 

using mobile check-in. 

  �Identify a lobby leader at the management or supervisory  

level for each shift to monitor the flow of guest traffic from 

hotel door through the check-in process. 

The lobby leader should monitor the adherence to all cleaning 

protocols in place in high-traffic areas throughout the shift. 



check in
  �Ensure the appropriate protective shield is in place  

at the front desk, and that all associates have PPE.

  �A touchless hand sanitizing station should be available  

at check-in areas. 

  �Social distancing markings and directional signage  

should be in place as appropriate. 

  �Contactless check-in should be recommended at  

all times where the technology is available. 

  �Where possible, use every other workstation  

to distance associates. 

  �Check-in should also be accessible at the concierge desk.

  �Provide each arriving guest with a hotel-specific general 

manager’s letter outlining cleaning protocols in place, as well 

as all state and local requirements. Guest expectations should 

be outlined in detail regarding social distancing expectations 

at the hotel. Details on food and beverage on site and any 

other guest amenities available should be included, as well  

as all modifications to other hotel services that are necessary  

to ensure the safety of guests and associates. 

  �Health and safety care packages should be available  

upon request.  

  �Surfaces touched by arriving guests should all be wiped  

down after each transaction, to include desk, chair, handheld 

credit card terminals and pens. 

  �Registration cards and ID retrieval protocols should  

be reviewed by properties to limit interaction. 
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guest requests
  �In-house guest requests where guestroom access is required  

should be tended to while the guest is absent. All surfaces touched  

within guestrooms and all door handles should then be disinfected  

by the responding associate.

  �If immediate assistance is required by an in-house guest, a room  

move should be offered. 

  �When delivering items to guestrooms, ensure the guest is in the room,  

then leave items at the guestroom door.

  �Guests who ask for retrieval of items should be encouraged to leave items 

outside their doors within clear plastic bags. 

  �Guests who receive package delivery from UPS, FedEx or USPS while  

at the hotel should be encouraged to retrieve them from the front desk.  

All packages should be properly sanitized upon delivery to the hotel.
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check out
  �If guests return to the front desk for checkout, please follow  

the same protocols that were outlined at check-in with regard  

to cleaning and sanitizing. 

  �Encourage a cashless environment as well as the use of email  

for receipt and folio delivery. 

  �All keys and returned items should be disinfected prior to further use.



We are expanding our already high standards of housekeeping 

and hygiene to bring our guests a new standard in sanitation 

and disinfection processes and procedures.

housekeeping
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Cleaning and sanitation of the property 
will play an even more important role  
in the current environment.

The following guidelines should be 
followed before staff members go  
to their respective floors or areas.

  �Consider uniform rental for 
housekeeping team to ensure  
uniforms do not leave the  
property and that staff members  
wear clean uniforms every day. 

  �Ensure all staff members have  
had their temperature checked.

  �All staff members should have  
the required PPE.

  �Uniforms should be clean  
and presentable.

  �Appoint a hygiene manager for the 
department to provide oversight, 
training and property inspection 
to ensure all protocols are being 
followed. This could be repurposing 
an existing position.

  �Conduct pre-shift meetings with  
social distancing measures in place 
and reiterate COVID-19 training. 
Establish reporting escalation 
protocols as needed for any  
health and safety concerns.

  �Ensure all staff are trained on  
proper use of the new chemicals  
and cleaning protocols before  
they are allowed on the floor.

  �Stagger breaks so breakrooms  
and the cafeteria are not crowded.



guestrooms
  �Remove items that are not necessary from the guestroom, including  

all collateral. Please review the Guestroom Removal Checklist. For 

critical information, provide a one-page, single-use piece of collateral.  

All other pertinent information can be referenced in the general 

manager’s letter provided to all guests at check-in or uploaded  

to the in-room tablet, onto the guestroom TV or via QR code.

  �Housekeeping services should be provided only when guests  

are absent from their room. Minimal service (trash/tidy)  

should only be provided every third day for longer stays  

and only when rooms are unoccupied.

  �When occupancy allows, guestrooms should be cleaned 48 hours  

after all guest departures. Trash should be removed on departure date.

  �Housekeeping personnel should be equipped with PPE at all times. 

Gloves should be changed between individual room cleans.

  �All shared equipment used in the cleaning process should  

be thoroughly cleaned and disinfected at the beginning  

and end of each shift.

  �Clean and disinfect all guest rooms in accordance with  

CDC guidelines. Industry-leading disinfectant solutions and 

recommended equipment should be used, with particular  

emphasis on high-touch areas.
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  �Provide extra towels, linen and pillows in clear plastic  

bags to ensure cleanliness.

  �Clear plastic bags should be used in all trash bins and left  

in the closet for guest use. This will help to identify items, 

particularly when guests are leaving items outside their doors.

  �Establish a standard of “sealing” the guestroom once all 

cleaning procedures have been finished. This should indicate 

zero entry between the disinfectant period and guest entry.

  �In the event of a presumptive case of COVID-19, the guestroom 

should be taken out of service until the case has been 

confirmed. In the event of a positive case, the room should  

only be returned to service after undergoing a heavy 

sanitation protocol by a licensed third-party expert.

  �For sample Skills Training Outlines for guestrooms, see the 

attached Guestroom STO.
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  �Housekeeping checklists should be updated to ensure  

the cleaning of the following: 

	  Door handles

	  Desks and chairs

	  Drape pulls

	  Coffeemaker

	  Refrigerator

	  Ice bucket

	  Hair dryer

	  Nightstands

	  Countertops 

	  Cabinetry pulls

	  Telephone

	  Alarm clock

	  TV remote and control panels

	  Thermostats

	  Light switches and controls 

	  Toilet seat and flush handle 

	  Bathroom fixtures including shower handles and faucets

	  Closet door luggage racks 

	  In-room safe display panel
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public  
restrooms 
  �Place social distancing markings and directional signage  

as appropriate within restrooms. 

  �The lobby leader should monitor the flow throughout the  

day to ensure that overcrowding does not occur. 

  �The use of touchless or automated faucets, soap dispensers 

and hand dryers is highly encouraged. 

  �A practice of cleaning protocols should be adhered to every 

hour, with all surfaces being disinfected and sanitized. 

  �Affix signage to the bathroom mirrors showing  

CDC-approved handwashing technique.



elevator & stairs
  �Place social distancing markings and directional signage  

as appropriate within all elevators. 

  �The lobby leader should monitor the flow of traffic  

in the elevators and stairwells throughout each shift.

  �Associates should not use guest elevators. Social  

distancing should be observed in back-of-house  

areas and marked as appropriate. 

  �Elevator cab usage should be limited based upon  

square footage. 

  �Touchless hand sanitizing stations should be made available at 

elevator entry points and at all lobby stairwell reentry points. 

  �Signage should be provided by each elevator lobby landing 

and stairwell. Use of the stairwells should be recommended.

  �Guest and employee elevator call buttons and interior handles 

and floor buttons, as well as all stairwell door handles and 

banisters, should be cleaned and disinfected every hour. 
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public areas
  �The lobby leader should monitor all activity in the  

public areas consistently throughout the shift.  

Increasing frequency of cleaning protocols in public  

areas with high-touch areas is essential.

  �Cleaning and sanitation procedures of the property will  

be a topic of great focus for our guests in the future. It is 

imperative to follow standards, and for associates to be  

seen tending to the established protocols. 

  �Checklists by shift of all cleaning protocols in public areas 

should be completed and provided to management upon 

completion of each shift. 

  �Social distancing and directional signage should be provided 

in all areas—front door, front desk, concierge, business center, 

public restrooms, fitness center, gift shops, grab-and-go 

areas, elevator banks and stairwells.

  �Examine furniture placement in each of the above areas to 

ensure social distancing is followed. 

  �Automatic door openers are encouraged. Review all 

other entries and exits to see if doors can remain open in 

compliance with all fire and life safety requirements. 

  �Establish a rotation of disinfecting and sanitizing all surfaces 

every 30 minutes for the following: front door, fitness facility, 

front desk, and other high-traffic and property-assigned areas. 

  �Establish a rotation of disinfecting and sanitizing all surfaces 

every hour for the following: public restrooms, elevator cabs, 

stairwells, business center, concierge area, ATMs, ice machines 

and other property-assigned areas. 

  �All areas should be cleaned utilizing a combination of  

Ecolab Multisurface Peroxide Solution and EPA-registered 

disinfecting wipes.

  �Hand sanitizing stations and EPA-registered disinfecting 

wipes should be highly visible and available in public areas.  

  �All shared equipment should be sanitized pre and post shift. 

  �For sample Skills Training Outlines for public space, see the 

attached Public Space STO.
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laundry
  �Bag dirty linen in the guest room to eliminate excess  

contact while transporting to the laundry facility.

  �Dedicate laundry carts as clean versus dirty linen  

and textiles to avoid cross-contamination.

  �Wash and process all linen by the end of the day.

  �Sanitize shared tools and equipment before, during and  

after each shift or any time the equipment is transferred  

to a new team member. This includes phones, radios, 

computers and other communication devices, payment 

terminals, kitchen implements, engineering tools, safety 

buttons, folios, cleaning equipment, keys, time clocks and  

all other direct-contact items used throughout the hotel.

  �Disinfect washer/dryer doors, buttons and high-touch  

areas every hour.

  �Disinfect towel folder, flat iron, pant presses and other 

mechanisms every hour.

  �In case of an off-property laundry, all carts received  

that day should be sanitized before they are brought  

into the Housekeeping area.
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back of house
Post signage throughout employee 

and back-of-house areas reminding 

employees of the proper way to wear, 

handle and dispose of masks and  

gloves, wash hands and sneeze and  

to avoid touching their faces. 

Follow social distancing protocols in  

the employee dining rooms, uniform 

control areas, training classrooms,  

shared office spaces, all employee 

services windows (via a teller-style 

window) and other high-density  

areas in order to ensure appropriate 

6-foot distancing between employees. 

Disinfect specific back-of-house  

focus areas as follows:

Guestroom Floors

  �Elevator banks, buttons and cabs will 

be disinfected every hour using an 

electrostatic sprayer or comparable tool.

  �Linen closets will be disinfected  

every hour. 
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Back of House

  �Disinfect employee entrance doors  

every 30 minutes and other frequently-

touched surfaces every hour.

  �To minimize guest contact, remove 

doors and door handles or install 

automatic door openers, foot-hook 

openers, or comparable solutions.

Offices

  �The front office team will disinfect the 

front office daily, and the public space 

team will provide deep cleans weekly. 

Provide disinfectant wipes with the  

expectation that office occupants  

will self-clean/disinfect daily.

  �The fitness team will disinfect the 

fitness storage daily, and the public 

space team will deep-clean weekly  

or as needed.

  �The food and beverage team will 

maintain the back-of-house food and 

beverage spaces with support from  

the public space team as needed.

  �Conference center back-of-house  

spaces will have sanitizer stations  

and disinfectant wipes available  

for employee use.

  �Office occupants will disinfect their 

spaces daily with support from the 

public space team as needed.

  �Storage closets will be maintained/

disinfected by their owners.



engineering 
  �Ensure all staff members have had their temperature checked.

  �All staff members should have the required PPE.

  �Uniforms should be clean and presentable.

  �Conduct pre-shift meetings with social distancing  

measures in place and reiterate COVID-19 training.  

Establish reporting escalation protocols as needed  

for any health and safety concerns.

  �Ensure all staff members are trained on the proper  

use of new chemicals and cleaning protocols before  

they are allowed on the floor.

  �Housekeeping and engineering personnel should  

coordinate efforts on project work. This should be  

discussed at pre-shift meetings. 

  �Preventative maintenance should only occur in rooms  

that are not occupied. Maintenance should not occur in  

a room that has been sealed by housekeeping. 

  �Engineering requests for in-house guests should only be  

tended to when the guest is absent. The engineer is then 

responsible for cleaning and disinfecting areas that were 

touched during the room inspection.

  �For requests that require immediate assistance, move the  

guest so work occurs independent of the room occupancy.
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There is no evidence that 

COVID-19 can spread to 

people through the water  

used in pools or hot tubs; 

however, social distancing 

protocols will mandate a 

new approach to providing 

recreational opportunities for 

guests and operating pools.

recreation 
& pools
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recreation

pools

  �Indoor children’s camps are suspended until further notice.

  �Provide outdoor activities that allow for adequate  

6-foot spacing, such as crafts, shows and family trivia.

  �Prohibit basketball, volleyball and any other team activities.

  �Make hand sanitizer available for guests in all areas.

  �Disinfect tables and chairs hourly.

  �Post signs highlighting 6-foot social distancing.

  �Maintain one way in and one way out of pool areas.

  �Place a plexiglass shield between the pool attendant and guests.

  �All pool attendants must wear gloves.

  �Rearrange the pool deck to implement social distancing.

  �Hot tubs should only be opened based on local and  

social distancing guidelines.

  �Disinfect chaise lounges and cabanas between guest usage.

  �Close children’s slides.

  �Post signs highlighting 6-foot social distancing.
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The following guidelines 

outline additional measures 

above and beyond standard 

protocol to inspire confidence 

and ensure that facilities  

are safe for both guests  

and employees.

spa & fitness
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spa
When local authorities reopen spa services, create a new role 

of wellness attendant whose responsibilities center around 

the cleanliness of the spa and locker room areas. The wellness 

attendant will also assist with the guest experience, ensuring 

safe social distancing and that occupancy levels are within  

health and safety recommendations. 

Cleaning & Sanitizing Protocol

  �Use EPA-approved hospital-grade disinfectant that  

is safe, eco-friendly and effective against COVID-19. 

  �Sanitize all surfaces after each use.

  �Make hand sanitizer available for guests and  

employees in all areas. 

  �Use UV wand and box to sanitize treatment  

areas and implements. 

Physical Distancing Protocol

  �Post signage in each area reminding guests of maximum 

occupancies and 6-foot social distancing guidelines.

  �Limit halotherapy room to 1 guest at a time.

  �Follow a no-touch greeting policy. 

Guest Considerations

  �Email pre-arrival expectations to all guests prior to the  

spa visit, addressing COVID-19 measures to ensure guests  

and employees feel safe and protected during this period.

  �Guests are required to have a temperature check prior  

to receiving service.

  �Eliminate reusable spa menus and transition to single-use 

disposable copies or a digital or no-touch promotional  

display of available services.

  �All providers must wear disposable one-use masks. 

  �Nail technicians and estheticians will wear face shields  

when performing services. 
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  �Make disposable masks available for guests  

to use at their discretion. 

  �The wellness attendant and front desk staff  

will wear masks and gloves. 

  �Install plexiglass shields at the front desk to 

minimize contact between guests and staff.

  �Remove water dispensers and make bottled  

water available upon request. 

  �Make prepackaged snacks available upon request.

  �Remove magazines from locker rooms  

and tranquility lounge.  

  �After they have been serviced, place stickers  

on lockers indicating they are clean. All lockers  

should be pre-locked to prevent guests from 

changing assigned lockers or from touching 

contents inside lockers.

  �Provide disposable and sanitized guest  

treatment bags. 

  �Provide alternative wellness options to guests  

with personalized in-room beauty bars. 

  �Post signage stating updated standards of wellness. 

  �Offer contactless waiver and checkout options. 
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retail
When local authorities reopen retail services,  
adhere to the following guidelines.

Cleaning & Sanitizing Protocol

  �Use EPA-approved hospital-grade disinfectant that is  
safe, eco-friendly and effective against COVID-19. 

  �Make hand sanitizer available for guests and  
employees in all areas. 

  �Remove all testers displayed. Product testers should  
be kept behind the reception in a sealed, disinfected  
container in an accessible location not visible to guests.

  �No returns on retail purchases.  

Physical Distancing Protocol

  �Install plexiglass shields at retail counters to minimize  
contact between guests and staff.

  �Front desk staff will monitor social distancing and  
occupancy levels.  

Guest Considerations

  �Trying on clothing and accessories will not be  
permitted at this time.

  �Make local delivery or curbside pickup available  
for all products.
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fitness center
Pending local guidelines for reopening fitness centers, provide 

alternative wellness options to guests including in-room and 

outdoor wellness programming. When local authorities reopen 

fitness centers, create a new role of wellness attendant whose 

responsibilities center around the cleanliness of the fitness 

center and locker room areas. The wellness attendant will  

also assist with the guest experience, ensuring safe social 

distancing and that occupancy levels are within health and 

safety recommendations.

Cleaning & Sanitizing Protocol

  �Use EPA-approved hospital-grade disinfectant that is safe,  

eco-friendly and effective against COVID-19. 

  �Sanitize all equipment and surfaces after each use.

  �Place signs on equipment after cleaning indicating they  

have been serviced.

  �Deep-clean after each peak period. 

  �Make hand sanitizer available for guests and employees  

in all areas. 

  �Require guest key cards to monitor access. 

Physical Distancing Protocol

  �Consider asking guests to schedule their time to use the fitness 

facility to better control guest volume during peak hours. 

  �Space cardio and strength stations 6 feet apart to meet  

social distancing guidelines. 

  �Post signage stating updated standards of wellness and  

new maximum occupancies with the 6-foot rule between 

exercisers in effect. 

  �Outdoor beach yoga programming will follow the same  

6-foot rule between exercisers. Local attendees must provide  

their own mats and towels. Registered resort guests may  

sign out yoga towels. 

Guest Considerations

  �Make disposable masks available upon request. 

  �Remove yoga mats. Guests may sign out yoga towels. 

  �Remove water dispensers and provide bottled water  

upon request.

  �Make immunity wellness beverages and snacks available for 

purchase in the spa boutique.  

  �Remove magazines and TV remotes from locker  

rooms and fitness center. 
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The overall goal for golf is to reduce as many touchpoints as 

possible and ensure guests are well informed of guidelines.

golf

All procedures should be cross-referenced with local and state 

commerce regulations to ensure compliance. The frequency of 

cleaning and sanitizing should be increased in golf operations, 

with an emphasis on frequent contact surfaces including, but  

not limited to, golf check-in counters, bell desks, golf/pull carts, 

door handles and golf-related bathrooms. The golf operations 

team must ensure cleaning and sanitizing occurs as follows:

  �Staff radios: Before and after each shift.

  �Golf/pull carts: Before and after each round.

  �Rental/loaner clubs: Before and after each round.

  �Door handles: Every 30 minutes.

  �Restrooms: Every 60 minutes.

  �Check-in counter: Every 60 minutes. 

  �Offices: Make disinfectant wipes available for use by office 

occupants to provide self-disinfectant support, with weekly  

deep clean by public space team.
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arrival  
experience 

range & practice 
facility 

  �Discontinue valet. Bag drop will be self-service.

  �Welcome attendant will guide guests to carts that  

have been sanitized and labeled clean.

  �Space terminals at least 6 feet apart, with proper floor stickers  

for guest distancing.

  �Display course rules at the counter, highlighting social distancing.

  �Remove all merchandise from the counter.

  �Encourage online payment.

  �Do not leave towels, tees, scorecards or pencils in carts.  

Make them available by request. 

  �Tee times should be spaced at 15- to 20-minute intervals

  �Recommend single cart rider only. 

  �Sanitized golf carts should be spaced at least 6 feet apart. 

  �Golf cart accessories are to be removed or covered with plastic. 

These include coolers, sand and seed, rakes and ball wash.

  �Starters and rangers should be fully versed on the strict  

guidelines in place. Staff members must also actively  

participate in these guidelines.

  �Ranger patrols should be increased to ensure people are  

keeping pace and maintaining proper social distancing.

  �Place course rules by the range and practice areas.

  �Range bays should be properly distanced. Balls should be  

sanitized by staff. If course has ball machines, these should  

not be used. Range balls should be placed on range by staff.

  �Remove club cleaning, bulk tees, bag stands and training  

sticks, along with other high-touch points.

  �Space practice facilities to promote social distancing.
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on course
  �Post rules about social distancing by 1st tee and 10th tee  

and inside each cart.

  �Notate waiting area for group next to tee off on 1st tee.

  �Starters and rangers should be fully versed on the strict  

guidelines in place. Staff members must also actively  

participate in these guidelines.

  �Ranger patrols should be increased to ensure people are  

keeping pace and maintaining proper social distancing.

  �Install cup upside down or cut in pool foam noodle.  

There will be no touching of flag sticks.

  �Remove or cover all amenity golf touchpoints including ball 

washer, benches, water coolers, divot mix and sand rakes.

  �Remove lids from garbage cans or prop open.

  �Place a sign in each restroom stating the cleaning schedule and 

asking golfers to let you know if the facility needs attention.
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grounds staff
  �All projects should be completed at a social distance of 6 feet.

  �Clean and sanitize all hard surfaces every hour with a combination of  

Ecolab Multisurface Peroxide Solution and EPA-registered disinfecting wipes.

  �All check-in stations and starter station should have plexiglass barriers. 

  �Provide hand sanitizer and disinfecting wipes in the pro shop, starter area  

and on-course areas for guest use and comfort.

  �To minimize guest contact, where possible, keep doors open or replace  

with automatic door openers, foot-hook openers or comparable solutions.
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guest departure
  �Boldly highlight a cart drop-off area to ensure another guest will  

not take a used cart.

  �Do not offer club wiping service.

  �If guest requests clubs to be dropped by club drop, staff member must  

be sure to wear gloves.

  �Fully sanitize and wipe down carts after each round.

  �Throw away all items from cart, even if unused. Sanitize and bag lost  

and found items.

  �After carts are cleaned, place them in the clean lot at least 6 feet apart.  

Place a sign on each cart indicating it has been sanitized.



food & beverage
operations



Going forward, consumers will 

have much higher expectations 

for food safety and sanitation. 

Outlets that meet and exceed 

those desires with enhanced 

and visible procedures and 

excellent communications will be 

rewarded with customer loyalty. 

food & beverage
operations
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reimagining the hospitality  
industry’s business infrastructure
  �Restaurants across the country are getting creative to 

keep cash flow alive, whether with gift cards or “bonds” 

people can purchase to use at a later date. Generating 

these presales has helped restaurants struggling with 

social distancing as a means of keeping their cash flow 

going. Gift cards or dining bonds will show support by 

helping with immediate cash flow and guaranteeing 

business when doors open again or full service resumes. 

  �There are a growing number of predictions that  

takeout and delivery are on the rise since guests  

simply cannot dine in. In January, China saw 20% 

growth in spending on food delivery services—a  

trend that is likely to follow in the U.S.

  �Technology-based solutions are arising where  

guests can place and pay for orders using their  

own device—phone, tablet, laptop—from anywhere  

for pickup or delivery. Such systems deliver an  

easy-to-use browser-based ordering experience  

that guests can access from the safety of their own 

rooms or homes. The result is delighted guests and 

continued revenue while outlets are either closed  

or at diminished capacities.

57% 17%20%

10% 34%

ARE MAKING NO 
CHANGE TO THEIR 

DINING BEHAVIORS

ARE AVOIDING 
DINING IN FAVOR OF 

PICKUP/DELIVERY

ARE AVOIDING 
RESTAURANT DINING 

COMPLETELY

ARE LEANING 
TOWARD ORDERING 

FOR PICKUP ONLY

ARE PLANNING TO 
PREPARE MORE 
MEALS AT HOME

ACCORDING TO INDUSTRY EXPERTS, MOST DINERS 

ARE NOT OVERLY FEARFUL. ONCE STAY-AT-HOME 

ORDERS ARE LIFTED, PEOPLE WILL WANT TO GET 

OUT AND DINE IN RESTAURANTS AGAIN.
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Although contradictory to the nature of hospitality and personalized guest  

interaction, increased forms of contactless service will become prevalent. 

  �Third-party delivery services, enhanced grab-and-go offerings and self-pickup  

food lockers allow guests to avoid human-to-human direct contact and provide  

a sense of convenience. 

  �Room service may get a second wind, since guests may be less likely to want  

to dine in restaurants/bars. Room service must change to offer grab-and-go 

solutions, including fully curated boxed meals. Alcohol to-go offerings—where  

local regulations and property licenses allow—will create incremental revenues.

  �Portable, prepackaged grab-and-go items can be a profitable solution to  

navigate the current shift in foodservice operations. Disposable packaging  

for to-go purposes should be elevated, considering heightened levels of  

expected business as well as a growing business segment.

  �Mobile orders are expected to increase for fast casual restaurants, which  

are the highest-growing sector in the restaurant industry. Solutions will  

include contactless pickup with built-in sanitized dispensers or unmanned  

carryout stations to serve more customers and cultivate leaner operations.

contactless 
service
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general guidelines
  �Where it applies, state and/or local directives should 

supersede all other guidance and operational direction.

  �Develop training programs that include new social  

distancing and sanitary procedures, as well as everyday 

service standards. Assume many team members will  

have forgotten a number of aspects of their jobs and  

might need to be retrained. Team members should sign  

a training acknowledgment that will be maintained in  

their human resources file. 

  �Utilize social media to advise guests of offerings.  

Make announcements when different aspects of the  

operation return to normal hours, offerings and capacity.

  �Post signs that restrict any guest exhibiting symptoms  

of respiratory illness.

  �Post signage encouraging guests to stay home if they  

feel ill, and to utilize delivery services.

  �Post signage and floor markers to measure 6-foot  

distancing for guests waiting in line.

  �Restrict guest proximity to food prep areas to decrease 

likelihood of contamination.

  �Ensure team members wear personal protective  

equipment and follow CDC sanitation guidelines.  

Provide personal protective equipment as necessary  

and create a policy for mandatory usage. 

  �All tables, chairs and counters should be sanitized  

after each guest use.

  �Increase the barrier between servers and guests. Ensure 

employees and guests maintain proper social distancing. 

Create lines with tape to indicate 6-foot distancing.

  �Menus should be single-use and/or disposable.  

Digital menus or enhanced apps may be considered.

  �Remove existing porous placemats and replace with  

linen, single-use disposable or non-porous placemats that  

can be machine washed and sanitized after each use.
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  �Rollups for place settings are recommended to reduce contact with cutlery.  

Napkin service should be suspended until further notice. Do not place napkins  

in guests’ laps or refold them.

  �All straws should be wrapped.

  �Condiments should be served in single-use containers and either  

disposed of or washed after each use.

  �Check presenters, votives, pens and all other reusable guest contact  

items should be either sanitized after each use or single-use.

  �Encourage use of credit cards, room charges and mobile pay rather  

than cash, to limit hand-to-hand and cash transactions.

  �POS terminals should be assigned to a single server where possible  

and sanitized between each user and before and after each shift.  

If multiple servers are assigned to a POS terminal, servers will  

sanitize their hands after each use.

  �Sanitizing stations should be strategically located near all food  

and beverage outlets.

  �Add safety verbiage to the restaurant reservation confirmation script.

  �Include safety notifications within the text reservation confirmations.

  �Provide guests with safety communication upon hotel booking and  

confirmation, and in writing upon check-in.

  �Place safety signage throughout the property to ensure  

effective communication with guests.

  �Maintain logbooks/records within each operation for specified sanitation  

interval inspections, similar to HACCP forms or restroom checks. 
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food safety & sanitation
  �2021 is the next scheduled update to the FDA Food Code, 

and we expect new guidance related to sanitation. For more 

information on current guidelines, see FDA Best Practices. 

  �New guidelines are expected on how to clean  

restrooms, tables, chairs, highchairs, waiting areas  

and public areas in general.

  �Current sanitation guidelines in the 2017 Food Code are 

adequate and must be followed by both front-of-house and 

back-of-house team members. Facility leaders will also need 

to be food safety officers. Creating a hygiene manager may 

be beneficial, or these responsibilities should be absorbed  

into existing leadership positions.

  �The future will be about training and enforcing standard 

sanitation procedures and making all accountable.  

Monitoring will be a big part of the ongoing food safety 

processes. Training programs, including on-the-spot  

food safety and sanitation, will be required.

  �All employees will need to be trained annually in food  

safety practices rather than every three to five years.  

ServSafe certificates are required for all food and  

beverage employees, including leaders.

  �Food safety will rank as one of the highest priorities  

in food facilities, along with the creation of emergency  

and disaster planning programs.

  �The property must ensure that hygiene standards/practices  

are maintained, including frequent hand washing  

and knowledge of cross-contamination prevention.  

Providing hand-washing stations with adequate supplies  

(i.e., soap, towels) and alcohol-based hand sanitizer  

stations is mandatory.

  �Jurisdictional standards regarding critical limits and  

processes will supersede local requirements if the codes/

ordinances, statutes or regulations are more stringent.
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https://www.servsafe.com/


culinary operations
  �Handwashing is required before,  

during and after the preparation of  

food, along with additional cleaning 

between each meal period.

  �A hygiene or safety/sanitation  

manager position is recommended  

for each property.

  �Repeat violations from health 

departments or third-party  

inspection services should be  

met with disciplinary action.

  �Storage containers should be  

sanitized before and after each use. 

Food preparation stations should 

be sanitized at least once per hour. 

Kitchens should be deep cleaned  

and sanitized at least once per day,  

and dish machine temperatures  

verified every shift.

  �Documented cleaning checklists 

must be in place for all kitchens 

and restaurants, along with weekly 

documented walkthroughs for  

each kitchen, and submitted by  

culinary leaders.

  �All cooks preparing food should  

be wearing gloves, masks, hair  

restraints and a clean uniform.

  �Food facilities are recommended  

to have a Hazard Analysis Critical 

Control Point (HACCP) plan on 

standard sanitation procedures.  

Time/temperature logs must  

be used, and the processes  

outlined in the HACCP plans. 

  �Assess essential functions of the 

operation and prepare to change 

business practices if needed, such  

as identifying alternative suppliers  

or alternative cooking locations.

  �Daily pre-shifts regarding food  

safety and sanitation should be 

consistent, along with quizzing  

staff members on protocols.
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product delivery & storage
  �Food must be purchased from 

commercial suppliers and come  

from approved sources.

  �Encourage vendors to stress the 

importance of asking sick employees 

to stay home, and ask them to  

develop nonpunitive leave policies.

  �Require vendors to complete a 

health assessment prior to entering 

the property. See Employee Health 

Questionnaire for example.

  �When receiving deliveries, check 

temperatures and check the condition 

and cleanliness of the trucks.

  �Create a pre-clean area for arriving 

product: wash sinks, stainless steel 

tables, containers, storage racks  

and dry racks. 

  �All food and packaged goods  

should be wiped down or put  

aside in quarantine before they’re 

allowed in the kitchen.

  �Storage area walls and floors should 

have surfaces that can be power 

washed and sanitized after each use. 

  �No product should be stored in 

cardboard anywhere in kitchens.  

All produce and proteins should  

be removed from cardboard and 

stored in containers after being 

washed and sanitized.

  �Antimicrobial fruit and vegetable  

wash should be used to process 

produce. Purchase precut fruits  

and vegetables where applicable. 

  �UV lights should be installed in  

walk-ins and storage areas to  

help control bacteria.

  �All cooler and freezer temperatures 

should be logged twice daily in  

all kitchens to ensure that proper 

temperatures are being maintained.

  �Check all coolers, freezers and dry 

goods in all outlets, storerooms  

and purchasing for expiration dates.
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employee dining & break rooms
  �If the hotel normally provides employee meals, continue  

with the practice in a safe way as this may be an important 

part of employees’ food supply.

  �Rather than allowing individuals to touch utensils and  

get near food being served, have a gloved and masked  

server plate all meals for employees. There should be no  

team member self-service.

  �Assign staggered breaks for line employees. Limit the  

number of people allowed in the breakroom at any one time.

  �If a refrigerator is provided for employees to bring their own 

food, clean it out every evening. Sanitize the refrigerator and 

all other areas in the breakroom daily.

  �All meals and food products are to be individually portioned 

and wrapped where possible.

  �Make bottled beverages available or utilize single-use cups 

and touchless automatic dispensers.

  �Implement or extend breath barriers to protect attendants, 

product and contact surfaces.
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restaurant
  �During minimal business operations, 

offer a limited menu to create more 

efficiency in food prep, and limit 

inventories so food does not spoil 

before used.

  �Ensure priority seating for hotel  

guests first before the public.  

Limit outside reservations until  

demand can be satisfied.

  �Host podiums, including all associated 

equipment, should be sanitized at  

least once per hour. Maintain a log  

to track sanitation with host initials.  

In addition to signage, greeters  

and managers must manage physical 

distancing at entries, and in waiting  

areas and queues. Install shields/

barriers at podiums. Peak period 

queuing procedures should be 

implemented when guests are not  

able to be seated immediately.

  �Place signage advising guests of 

social distancing guidelines. Note that 

protections are for their safety. See these 

Laminated Floor Decals for example.

  �Eliminate all buffets, and instead  

offer pre-packaged options for  

guests with items wrapped or  

offered in individual containers. 

  �Tableside cooking and preparation  

are suspended until further notice.

  �Parties of no more than 4 should be 

taken as a reservation or admitted. 

Discourage large parties until it is safe 

for groups to congregate.

  �No more than 10 patrons per 500 

square feet are allowed inside at once. 

Tables and booths should be utilized, 

with appropriate physical distancing 

between each family member or 

traveling party. Spread out seating so 

that tables are at least 6 feet apart,  

and disinfect all tables and chairs  

after each guest use. Use fewer  

tables and chairs in dining rooms to 

create more space between tables.

  �Post signage to identify where to place 

and pick up takeout orders. Designate 

indoor/outdoor waiting areas, as well as 

parking spaces and zones with  

takeout/pickup signage to increase 

efficiency. Implement staggered 

collection times and discourage  

patrons from entering the venue  

until the order is ready. Seal all  

to-go order containers and bags  

to reduce exposure. Based on  

increased demand for to-go orders, 

food and beverage packaging  

should be elevated in quality and 

branded according to the outlet.

  �If using table linens or linen napkins,  

do not shake them out, but rather  

fold them up and send them  

directly for processing.
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bar & 
lounge
  �Open bars and lounges with measures in place for social 

distancing by reducing bar stool count. For specified 

operations, remove bar stools and utilize standing room  

only with social distancing measures on the floor.

  �If offering snacks, provide individual portions only and  

discard upon each guest’s departure. Bar snacks may  

not be shared by the table or a group.

  �During reduced operations, simplify any food  

offerings with a menu similar to items provided  

in other functioning outlets.

  �Garnishes must be maintained and stored in containers  

that are sealed or enclosed. Use tongs or picks for service.

  �Make wrapped straws and cocktail stirrers available  

only upon request.

  �Increase single-serve options such as half bottles of  

wine, sealed wine by the glass, and packaged cocktails.
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grab & go
  �Elevate and expand product offerings to include  

alcohol to meet anticipated increased demand.

  �All food and beverages should be located behind the  

counter, with no guest self-service. Eliminate all self-serve 

items and instead have a gloved and masked server  

provide items. Do not allow guests to touch anything that 

other guests might then touch without first wiping it down.

  �Manage the line flow to ensure coffee and food pickup  

areas remain appropriately distanced. Include additional 

options to open based on demand and length of  

physically distanced lines. 

  �Remove all self-serve condiments and make them  

available from attendants only. Alternatively, use  

prepackaged condiments.

  �Use only individually wrapped utensils in sealed, sterilized 

bags. Offer plastic utensils in sealed to-go format.

  �Place physical barriers/shields between cashier attendant  

and guest. Use social distancing markers on the floor.

  �Utilize a no-contact basket to hold method of  

payment and receipt. Place signage to advise  

guests of the basket’s purpose.
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room service
  �Sanitize all equipment prior to the beginning of each shift.

  �Remove printed menus from rooms and explore alternative 

menu options, such as QR code in room to access a PDF 

version of menus or post menus on an in-house television 

channel. Create a limited menu to minimize inventories of  

food items as appropriate.

  �Expand offerings to include packaged items, which  

should run through grab-and-go operations for those 

properties that apply.

  �Offer to serve food in disposable containers, which  

should be both tamper-proof and sealed.

  �Give guests clear expectations of when orders will be  

arriving, especially during reduced operations. Should 

demand increase, cross-train servers from other outlets.

  �Servers should wear masks and gloves whenever they  

are on guest floors and in elevators. Servers should be  

alone in elevators when delivering food. All food and 

beverages should be covered at all times.

  �Servers will deliver trays outside the door, knock on the  

door, and then move a safe distance away. If the guest  

does not open the door, then call the guest to let them  

know the food has arrived.

  �Set food on trolleys (plate covers remain) in the hallway and 

notify the guest when the trolley is outside the guest’s room. 

Guests will retrieve their own trolleys. Request that guests 

notify room service delivery when they have finished their meal 

and place their trolley in the hallway outside of their room.

  �Advise guests when delivering orders that trays/trolleys  

will be picked up an hour after delivery and to leave  

trolleys outside doors.  

  �Track all room service orders, and after about an hour,  

either call the guest or go pick up trays. Do not leave  

trays in halls for too long.

  �When trays and trolleys arrive back to the kitchen, treat  

all items as if they are infected. Sanitize after each use.

  �Employees assigned to individual stations, including  

order takers, will sanitize their stations and all equipment  

at least once per hour and at each change of shift.

  �Bus runners will sanitize all doors, handles and  

high-contact surfaces at least once per hour.  

Maintain logbook for accountability.

  �Minibars should be locked, all loose product removed,  

and service suspended until further notice. Items will  

be available upon request. If operating minibars, only  

refresh them on checkouts and monitor all items with  

date stamps. Remove if expired.
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meetings &  
events



meetings &  
events
The true competition  

during these times isn’t 

other operators, but rather 

the consumer’s own home. 

Banquet and catering  

events will likely begin  

service with small meetings 

before larger events return.
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meeting room set 
configurations
Below is an overview of guidelines for optimal spacing  

and safety that follow CDC standards on 25% occupancy.  

Your Benchmark event planner is available to consult  

on a case-by-case basis to help you better understand  

user needs and preferences, as well as state and CDC 

guidelines. For more detailed information, see  

Benchmark’s Suggested Guidelines.

  �Theater Set/Ceremonies: Enhance spacing  

between chairs to 3 feet or more. 

  �Classroom Pods: Maximum of 4 versus 6.

  �Classroom Set: 1 versus 3 per 6-foot table or  

2 versus 3 per 8-foot table.

  �Ovals: Maximum of 3 versus 10.

  �72-inch Rounds: Maximum of 4 versus 10.

  �Crescent Ovals: Maximum of 3 versus 7.

  �Team Spaces: Reduce available seats in public areas  

and office team rooms by 1 chair per 40 square feet.

  �Receptions: Evaluate larger spaces for 25% room  

occupancy. Promote outdoor use and offer passed  

items rather than self-serve display buffets.
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  �Bars: Set 1 per 30 guests versus 1 per 100 guests.

  �Hospitality Suites and Staff Office Spaces: Limit capacity  

to 25% occupancy or less than 10 people. 

  �Keep lines moving quickly, whether at event registration,  

points of service execution or retail checkout.

  �Seating capacities and floor plans should be reviewed  

on an event-by-event basis to ensure appropriate physical 

distancing that follows state/county/city guidelines.  

Create social distancing layouts for function spaces and  

add this as a category to capacity charts. Recommend  

event attendees spread out and control mingling during 

mealtimes by ensuring the appropriate size venue. Adopt 

measures such as reducing operating capacity to allow for 

more spacing, placing markers on the floor where people  

line up, and incorporating alternating seating.

  �Stagger entry and exit timing into events (i.e., entry and exit  

by batches of participants) and increase the number of entry 

and exit points into the event venue where possible.



operating standards
Following are the enhanced sanitization standards  

for meeting spaces: 

  �Sanitize shared equipment and meeting amenities  

before and after each use, or ensure single use if they  

are not able to be sanitized.

  �Replace all linens, including underlays, after each use.  

Transport clean and soiled linens into and out of the  

meeting rooms in sealed single-use plastic bags.

  �Place hand sanitizer stations in multiple locations to  

encourage CDC-recommended hand hygiene. Make  

disposable wipes available so that commonly used  

surfaces can be wiped down before each use.

  �Increase the frequency of cleaning often-touched surfaces  

in the common areas, such as workstations, countertops  

and doorknobs. Use cleaning and disinfectant products with 

EPA-approved chemicals rated for emerging viral pathogens.

  �Thoroughly clean all hard surfaces in meeting spaces and 

disinfect arms of chairs and other detailed surfaces nightly.

  �Assign a restroom monitor/attendant during times  

of frequent use.

  �Clean high-touch surfaces in common areas nightly.

  �Clean podiums and all IT equipment in meeting rooms  

between classes and after facilitator use.

  �Clean classrooms during lunch and refreshment breaks by 

wiping all tables and hard surfaces with sanitizer solutions.

  �Post signage outside of meetings and events reminding  

guests of appropriate physical distancing guidelines.

  �Consider contactless check-in using badge scanners.

  �Consider UV wands to evaluate cleanliness.
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  �Set up meeting tables without linens, but if linens  

are used, replace after each use.

  �Staff should use gloves and sanitizer when assisting  

with placing and collecting meeting materials and  

social décor items.

  �Provide individually wrapped pens or sanitizer solution  

for guests signing registration logs or guestbooks.

Following are the new guidelines for meeting supplies:

  �Pads and pens are discouraged and should only be  

offered at planner discretion.

  �Make disinfectant wipes available in all public areas  

and shared spaces, including print and facilitator areas.

  �Consider offering white boards and markers.  

Sanitize markers and boards nightly.

  �Consider offering meeting kits that are sanitized  

nightly and replaced weekly.

  �Reduce quantities in supply closets and sanitize nightly.

  �Consider offering individual hand sanitizer pumps  

on classroom tables.

  �In addition to masks and disposable gloves, consider  

having CSAs wear fabric work gloves.

  �Direct public space attendants to prop open restroom doors  

or any frequently used doors during high-volume break times.

  �Consider offering a restroom attendant.

  �Develop safe team-building activities by reducing  

shared tools and increasing spacing.

  �Establish protocols for vendors setting up décor and  

props, staging and performing on the property.

  �Party favors should be individually wrapped and  

include signage of company providing items.
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additional considerations
  �For general sessions, utilize IMAG or webcast streaming of plenary  

speaker into individual breakout rooms.

  �Provide advanced technologies and have an audio-visual team  

in place to take all or a portion of meeting sessions virtual.

  �Consider offering as an upgrade internet bandwidth levels appropriate  

for large, high-quality virtual meetings, including simultaneous sessions  

and special features such as Q&A, polling, word clouds and heat maps.

  �Provide multiple plenary sessions to minimize crowd sizes.

  �Provide lunch service into multiple locations to minimize crowds.

  �Redesign lunch break scheduling minimums so that no more  

than 30 to 50 people are in each time slot.

  �Schedule group morning and afternoon breaks to reduce break  

station and restroom traffic by assigning times by room location.

  �Roll in refreshment breaks to breakouts rather than using  

shared conferee kiosks.

  �Space classroom usage across conference floor to spread  

traffic to restrooms and break stations.

  �Install automatic doors or consider alternative touchless door solutions.

  �Revise banquet event orders and contract language to include  

guest and third-party protocols and standards for distance  

awareness and sanitation guidelines.
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food service  
& buffets
  �Provide bottled water in lieu of water carafes on meeting  

tables and water stations. Where available, touchless refillable 

water stations are a good alternative when used in accordance 

with sanitizing protocols.

  �All food and beverage items are to be individually plated  

and served with condiments in individual PCs or sanitized 

individual containers. Coffee and other break items should  

be attended and served.

  �Elevated and fully curated boxed meals are recommended, 

followed by plated. 

  �All buffet and self-serve style events should be suspended 

for the time being, with all food served individually portioned. 

However, in the event a client desires buffet-style service,  

the meeting/group contact must sign a release of liability.

  �All food and beverage prepared for buffet offerings  

must be procured, prepared, held and distributed using  

food safety standards.

  �Food prepared for a buffet must be produced by trained food 

handlers who are screened for potential illness before working.

  �Food runners, buffet attendants and food handlers must 

undergo a health assessment as permitted by law.
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  �As opposed to large-volume hot/cold holding units (i.e., chafing dishes), 

food presentations will be more residential, with batch cooking and food 

micro-plated to avoid increased guest contact as well as product and 

surfaces subject to contamination. 

  �Fixed or stationary buffets should have breath barriers to protect  

guests/team members by restricting close contact between guests  

and service personnel.

  �Traditional setups should be replaced with multiple single-sided  

stations. Buffets should be segregated into stations or pods to  

enhance guest distancing.

  �Buffets should have mandatory attendants to ensure product  

and equipment are effectively monitored. Attendants should  

wear gloves, masks, hair restraints and clean uniforms, to be  

changed/refreshed as appropriate. 

  �All food (hot and cold) should be logged when placed on the buffet.  

When displayed, hot food must be above 57°C (135°F) and cold food 

below 5°C (41°F).

  �HACCP log A1 must accompany all buffet items and monitoring procedures.

  �Buffet utensils should be washed, rinsed and sanitized every  

30 minutes, along with ongoing disinfecting of buffet areas and  

equipment using approved chemicals.

  �Guests will not be allowed to reuse plates, utensils or cups.  

Flatware should be provided in a rollup.

  �Hand-sanitizer stations will be placed in suitable locations near buffet area.

  �To-go options should be developed for brunches (holiday or otherwise)  

or events of mass feedings.
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health &  
wellness
  �Utilize temperature/health screening measures, including  

refusing to admit those who are unwell to events.

  �Include the nutritional content of each meal being  

served for attendee awareness.

  �Incorporate plant-based diets for groups and event  

catering. Vegan, gluten-free, dairy-free and vegetarian  

options should all be provided.

  �Menus should include protein- and fiber-rich foods with  

low glycemic indexes, such as fish, chicken and vegetables.  

In addition, include foods such as legumes and avocados, 

as well as other examples of brain food that keep attendees 

feeling full, alert and focused. 

  �Menus should avoid heavy foods that weigh down guests,  

as well as snacks and foods that are high in sugar. This can  

help fuel creative brainstorming sessions.

  �Large events should keep common allergens completely  

off menus, such as shellfish or nuts.

  �Ensure that meeting planners and guests have access  

to registered dieticians and/or nutritionists.

  �Develop non-alcoholic craft mocktails or low  

alcohol-by-volume beverages.

  �For shorter-duration (several hours) and longer-duration 

(several days or weeks) meetings and events, meeting places 

should be well stocked with on-demand snacks and small bites, 

as well as a variety of hot and cold drinks to provide the extra 

energy participants will need to get through their days.

  �Make snacks available throughout the entire day, not just  

within break periods, as meeting participants may be on 

different eating schedules or time zones.
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human  
resources



human  
resources

PG 55  |  BENCHMARK GLOBAL HOSPITALITY  |  HUMAN RESOURCES

The following return-to-work protocol 

has been implemented to ensure the 

safety and well-being of all we serve. 

In addition to these requirements, 

all properties should follow the 

guidance set forth by their state,  

local government and health officials.



general workplace  
safety considerations
The Centers for Disease Controls and Prevention (CDC)  

released guidance to assist employers in making decisions 

regarding reopening during the COVID-19 pandemic.  

You should continue to follow the recommendations  

issued by state and local health departments and  

shelter-in-place orders when determining the most  

appropriate actions to take. 

When reopening, the following safety actions must be  

in place before you open:

  �Promoting healthy hygiene practices.

  �Intensifying cleaning, disinfection (e.g., small static groups,  

no large events).

  �Nonessential travel must be permitted by authorities.

  �Spacing out seating (more than 6 feet) and staggering 

gathering times.

  �Restricting use of any shared items and spaces.

  �Training all staff in above safety actions.
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The CDC also recommends that you only reopen after you  

have implemented safeguards for the ongoing monitoring  

of employees, including:

  �Encouraging employees who are sick to stay home.

  �Establishing routine, daily employee health checks.

  �Monitoring absenteeism and having flexible time-off policies.

  �Having an action plan if a staff member gets COVID-19.  

Follow the Positive COVID-19 Employee Procedure.

  �Creating and testing emergency communication  

channels for employees.

  �Establishing communication with state and local  

health authorities.

https://www.cdc.gov/coronavirus/2019-ncov/community/reopen-guidance.html
https://www.cdc.gov/coronavirus/2019-ncov/community/reopen-guidance.html
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Employees will be required to follow the CDC guidelines for 

preventing the spread of respiratory viruses. They include: 

  �Avoid close contact with people who are sick. 

  �Avoid touching your eyes, nose and mouth with  

unwashed hands. 

  �Wash your hands often with soap and water for at least 20 

seconds. Use an alcohol-based hand sanitizer that contains  

at least 60% alcohol if soap and water are not available. 

Stay home when you’re sick. Staying home allows you  

to get the rest you need to get well, and also helps to  

reduce the spread of illnesses such as viruses. Please  

continue to follow the time and attendance protocols  

for your property. For questions, please contact your  

human resources representative. 

Special accommodations for members of a  

vulnerable population:

  �For purposes of this guidance, these include elderly  

individuals and those with serious underlying health 

conditions, including high blood pressure, chronic lung 

disease, diabetes, obesity, asthma, and those whose  

immune system is compromised, such as by chemotherapy  

for cancer and other conditions requiring such therapy.

Employees who feel unsafe to report to work but are not 

included in the vulnerable population

  �As we enter the beginning phase of the opening process, if an 

employee does not have an underlying health condition they 

must report to work (unless they are eligible for a regulatory 

leave of absence). If they refuse, they will be considered to 

have voluntarily resigned. Please see the voluntary Resignation 

Letter Template to be provided to the employee.
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employee health monitoring
Thermal Screening 

All employees who report to work will be required to have  

a temperature screen upon arrival. 

  �You are required to purchase a thermal temperature  

device that does not expose the tester to bodily fluids. 

  �Please see the PPE section for the appropriate PPE for  

those employees conducting temperature screenings.  

  �Points of entry will be limited to allow the designated team 

member(s) the ability to conduct noninvasive temperature 

checks. Track that temperature checks are completed for all 

employees working that day. Do not record the temperature, 

just that you uniformly completed checks for each individual 

to ensure compliance.   

  �You should not collect medical information from an employee 

when taking their temperature. Instead, use a real-time 

thermometer and immediately inform employees in a  

private setting if their temperature is above 100.0°F.

  �Anyone displaying a temperature over 100.0°F will be taken to 

a private, isolated area for a secondary temperature screening. 

  �Employees confirmed to have a temperature over 100.0°F  

will not be allowed entry to the property and will be directed 

to go home and contact their medical provider. 

  �You should complete an incident report form that  

states: “Employee sent home due to failure to pass 

temperature screening.”

  �Employees who have been sent home due to a  

temperature over 100.0°F will be required to have a  

release to return to work from their medical provider.  

  �If you are made aware of an employee testing positive,  

follow the Positive COVID-19 Employee Procedure.

Note: In the State of California if your location is subject to the California Consumer  
Privacy Act (CCPA), then you must provide employees a CCPA-compliant notice prior  
to or at the same time as your collection of this information. 

Health Questionnaire

All employees that report to work will be required to answer 

the Return To Work Information Form when they return to 

work. Regular and ongoing Employee Health Questionnaire 

may be utilized to monitor employee health. Questionnaires 

must be maintained in the employee’s confidential health file, 

separate from their employee file.  



personal 
protective  
equipment (ppe)
Appropriate PPE will be worn by all employees based on their 

role and responsibilities and in adherence to state or local 

regulations and guidance. Training on how to properly use and 

dispose of all PPE will be mandatory. Please see the attached 

PPE List for details by position.

Masks

The CDC recommends the use of simple cloth face coverings to 

slow the spread of the virus, given that a significant portion of 

individuals with COVID-19 lack symptoms.   

  �Until further notice, employees who report to work will be 

required to wear a mask covering their nose and mouth at 

all times while at work, including to and from their vehicles. 

Masks can be removed while an employee is alone in their 

personal closed office but not in cubicle spaces. The company 

will be required to provide or reimburse the employee for the 

cost of the masks (if required).

Gloves

Gloves will be provided to employees whose  

responsibilities require them.     

PPE For Employees Conducting Temperature Screening

To protect the individual who is taking employees’ 

temperatures, the safest thing to do would be to assume  

the testers are going to be exposed potentially to someone  

who is infected who may cough or sneeze during their 

interaction. The following PPE should be provided:

  �Gloves

  �Gown

  �Eye/face protection (i.e., goggles, face shield)

  �NIOSH-certified, disposable N95 filter facepiece respirator

Source: OSHA’s website provides additional guidance for healthcare employees, including 
recommendations on gowns, gloves, approved N95 respirators, and eye/face protection.

Hand Sanitizer

  �Hand sanitizer dispensers, touchless whenever possible, 

will be placed at employee entrances and contact areas 

such as driveways, reception areas, hotel lobbies, restaurant 

entrances, meeting and convention spaces, elevator landings, 

pools, salons and exercise areas. 

  �Hand sanitizer dispensers will be provided throughout  

the back of house in touchless dispensers for employees.
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https://www.osha.gov/SLTC/covid-19/controlprevention.html#health
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Employees will be required to practice strict physical distancing 

while at work, including to and from their vehicles and while  

on break. In back-of-house areas, physical distancing protocols 

will be used in the employee dining rooms, uniform control 

areas, training classrooms, shared office spaces and other  

high-density areas in order to ensure appropriate distancing 

between employees. 

You should consider adapting the physical workplace to  

permit social distancing, to the extent feasible, to include:  

  �Remain 6 feet from other people.

  �Gatherings of 10 or less are permitted where strict social 

distancing protocols are able to be practiced. (Follow state 

and local government guidelines.)

  �Close common areas where personnel are likely to  

congregate and interact, where strict social distancing 

protocols are unable to be practiced, or implement  

staggered access to those areas.

  �Establish protocols regarding elevator maximum capacity.

  �Reduce communal bathrooms to a maximum capacity.

  �Place partitions between receptionists and others who  

may directly interact with the employees.

physical  
distancing

  �Separate employees who work in adjacent cubicle spaces.

  �Remove every other chair in break areas and lunchrooms.

  �Add partitions to tables where employees congregate  

during breaks.

  �Require employees to walk in designated one-way lanes in 

hallways and corridors to avoid “head-on” pedestrian traffic.

  �Utilize HVAC engineering to potentially increase the  

number of air changes in your workplace.

  �Follow food and beverage protocols outlined for  

employee cafeteria.

  �Provide hand sanitizer stations outside each restroom  

and each door that is commonly touched or used.

  �If possible, arrange for pick-up and drop-off delivery  

of packages to be done outside.

Spatial requirements vary widely based upon the location  

at issue. Seek guidance from your Operational VP about  

each particular area prior to reopening.



All employees will receive training on COVID-19 safety and 

sanitation protocols, with more comprehensive training for  

our teams with frequent guest contact, including housekeeping, 

food and beverage, public area department, hotel operations 

and security.

Training must include but not be limited to the following:

  �Up-to-date COVID-19 overview

  �Proper affixing and removal of personal  

protective equipment

  �Proper handwashing technique

  �Hazardous communication 

  �Proper sanitizing technique

covid-19  
training
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Employee pre-shift meetings will be conducted virtually or in 

areas that allow for appropriate physical distancing between 

employees. Larger departments will stagger employee arrival 

times to minimize traffic volume in back of house corridors and 

service elevators. 

Hand sanitizer will be available at each timeclock location,  

and employees will be required to sanitize their hands before 

and after clocking in.

Our management team will ensure that constant communication 

and proper PPE and sanitation procedures are followed and 

updated per the latest expert guidance. 

daily pre-shift  
& timekeeping 



increased  
sanitization
Back of House

The frequency of cleaning and sanitizing will also increase 

in high-traffic back-of-house areas, with an emphasis on the 

employee dining rooms, employee entrances, uniform control 

rooms, employee restrooms, loading docks, offices, kitchens, 

desks and training classrooms. 

Shared Equipment

Shared tools and equipment will be sanitized before, during 

and after each shift or any time the equipment is transferred 

to a new employee. This includes phones, radios, computers 

and other communication devices, payment terminals, kitchen 

implements, engineering tools, safety buttons, folios, cleaning 

equipment, keys, time clocks and all other direct-contact items 

used throughout the property. The use of shared food and 

beverage equipment in back-of-house office pantries  

(including shared coffee brewers) will be discontinued. 

Post signage throughout the property  

reminding employees of the following:

  �Proper way to wear, handle and dispose of  

masks, gloves and other PPE.

  �Sneeze and cough in tissue and discard.

  �Avoid close contact with people who are sick. 

  �Avoid touching your eyes, nose and mouth  

with unwashed hands. 

  �Wash your hands often with soap and water for at  

least 20 seconds. Use an alcohol-based hand sanitizer  

that contains at least 60% alcohol if soap and water  

are not available. 

  �Stay home when you are sick. Staying home allows  

you to get the rest you need to get well, and also helps  

to reduce the spread of illnesses such as viruses. 

The following posters for back-of-house areas are provided in 

the Resources section of this document: How to Protect Yourself 

and Others, Handwashing, Stop the Spread of Germs.

back-of-house 
signage
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positive &  
suspected case 
notification

visitors

If you are alerted to a positive or suspected case of COVID-19 

at the property, please contact your VP of Operations and 

Home Office HR. Begin utilizing the Positive COVID-19 

Employee Procedure. 

A key aspect of keeping your employees safe is to ensure that 

all visitors at the site are healthy. A sample Visitor Door Signage 

is provided that you can display at your entrance to discourage 

sick visitors from entering.

covid-19  
employee  
responsibilities 
Employees are expected to monitor their own health and  

stay home if they do not feel well.  Employees will be required 

to sign and adhere to the COVID-19 Company Policy, which 

speaks to strict adherence to the CDC requirements for 

preventative measures, consent to screening, the wearing 

of required PPE, and social distancing protocols, as well as 

reporting of a confirmed or suspected case of COVID-19.

Reporting a Confirmed or Suspected Case of COVID-19

Employees must be given clear instructions on how to respond 

swiftly and report all suspected cases of COVID-19.  Employees 

should contact a manager if they notice a coworker or guest 

with a cough, shortness of breath or another known symptom 

of COVID-19.

Employees or Guests Who Begin Exhibiting Signs  

of COVID-19 While On Property

Employees and/or guests who are exhibiting any of the 

symptoms of COVID-19 while at the property are instructed  

to immediately notify their manager or hotel designee.     
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resources



Alcohol To-Go »

Avendra—Ramp-Up 
Handbook »

Avendra—Reopening 
Procedures »

Avendra—Sanitation  
Checklist »

Avendra—Supplier  
and Customer Delivery »

Avendra—Supplier Initial  
Order Lead Time »

operational resources
Benchmark’s Suggested 
Guidelines »

COVID-19 Operational 
Recommendations »

Ecolab »

FDA Best Practices »

Guestroom Removal  
Checklist »

Guestroom STO »
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Hazard Analysis Critical 
Control Point (HACCP) Plan »

Laminated Floor Decals »

Property Relaunch »

Public Space STO »

Scalable Outlet  
Operations Model »

ServSafe Certification »

Technology-Based Solutions »

https://ecolab.widencollective.com/portals/armw0ait/LodgingCOVID-19ResourceLibrary
https://www.servsafe.com/
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COVID-19 Company Policy »

Employee Health  
Questionnaire »

Handwashing »

How to Protect Yourself  
and Others »

Positive COVID-19  
Employee Procedure »

HR resources
PPE List »

Resignation  
Letter Template »

Return to Work  
Information Form »

Stop the Spread of Germs »

Visitor Door Signage »





Safe tent card Welcome letter Note pad/ Pen/ pencil Shower mat
Green/ Conservation card Single use paper cups Q Tips Iron
Privacy Door hanger Travel size tissues Cotton balls Ironing Board
Magazines Shower cap Hangers
TV Guide Shoe mit Luggage Rack
Bathroom Amenity display Coasters iHome/ Clock Radio
Guestroom Phone Glassware Bedside Phone
Coasters Extra blanker/ pillow TV Remote
Glassware and Mugs Hair Dryers
Tissues and Tissue box Single serve coffeemakers
Sofa pillows Bottled water
 Throws at the foot of the bed Ice Bucket
Extra blanker and pillow in the closet Laundry bag and ticket


Blanket and Pillows on the bed
Trash Cans


The basic guidance is to remove anything that is not a necessity, when in doubt make it available upon request


Guestroom Removal Checklist


Remove Replace with single use
Remove but available upon 


request
Keep








Below is the PPE requirement by position


Job Title/ Position Masks Gloves Eye Wear
Accounting R
Purchasing R W
Admin R
Exec Office R
Human Resources R
Sales R
Catering & Conf Svces R
Front Office R W
Bell/ Valet R C
Operator R
Retail R W
Room Attendant R C W
Houseman* R C W
Laundry R W W
Public Area R W
Housekeeping Supervisor/ Mgr R W
Maintenance R W W
F&B Manager R
Culinary R Hand Wash
Server R Handwash
Bartender R C
Banquet R W
Golf Attendant R C
Beverage Cart Attendant R C
IT R
Therapist R Hand Wash W
Esthetician R W W
Recreation R C
Security R W
Vendors/ Contractors R W/ C


Key
R Required
C Change after each transition
W While working


* Houseman to wear Eye Wear when using chemicals


The above guidelines were developed to address the COVID-19 circumstances and 
maybe altered or updated as needed.


Personal Protection Equipment (PPE) Guidelines








ALCOHOL TO GO
during Covid-19
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this study
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OBJECTIVES
✓ This study is meant to provide a deep dive into “alcohol to go” in the wake of 


COVID-19 / coronavirus


✓ Determine current usage and consideration of on-premise sources for adult 


beverage purchases


✓ Explore desired formats and varieties in light of COVID-19… by adult 


beverage type


✓ Understand pricing dynamics for adult beverages from on-premise sources


METHOD
✓ Online survey of 1017 adult beverage drinkers, all of them:


✓ Are age 21+ adults


✓ Consume adult beverages at least a few times per year 


(includes both on- and off-premise consumption)


✓ Aware of COVID-19


// fielded 3.2020
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what we learned
There is widespread openness to alcohol-to-go from on-premise sources, but these sources are not 


top of mind; restaurants and bars will need to contend with grocery and liquor stores for sales, even 


more than they would under normal circumstances.


Just raising awareness of the availability of adult beverage options at restaurants and bars should go 


a long way toward driving on-premise into the consideration set; 7-in-10 said alcohol availability 


would factor into their venue selection.


Consumers are eager to help the on-premise industry – and they are willing to be somewhat 


inconvenienced (with limited selection and ordering access) given the circumstances… but price is 


still a major factor; there is little appetite for pricing above what normal menu pricing would be –


but most would not insist on a drop to retail price points.


Those who have already purchased alcohol-to-go have gravitated toward beer and cocktails from 


casual restaurants serving American and comfort foods (burgers, etc.); standalone adult beverage 


purchases (without food) have thus far been rare.


There is high interest in both single- and multi-serve options across alcohol categories (beer, wine, 


and spirits) and the prevailing focus is on familiar, rather than new, varieties. In this environment, 


nearly all have at least some safety concerns about ordering alcohol to go, so visible cues like sealed 


bags and containers are important steps toward reducing nervousness.


Get the word out; consumers are on board with alcohol to go.
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ALCOHOL TO GO OVERVIEW







PERSPECTIVE ON COVID-19…


ARE VERY 


SUPPORTIVE OF 


SOCIAL 


DISTANCING


87%


SOCIAL DISTANCING


F&B TAKEOUT + DELIVERY


30%
NO ISSUES with getting 


food and beverages for 


takeout / delivery


35%
NERVOUS BUT WON’T 


STOP getting food and 


beverages for takeout / delivery


35%
AVOID getting food and 


beverages for takeout / delivery


Most consumers are very supportive of social distancing, but there is uncertainty 


about delivery and takeout from restaurants and bars during COVID-19.


X8: How do you feel about the "social distancing" being recommended to minimize the spread of COVID-19 / coronavirus?


X9: With regard to COVID-19 / coronavirus, how do you feel about getting food & drinks for pickup or delivery from restaurants and bars?







REGION GENERATION HH INCOME


West Midwest South East
Gen Z /


Millennial
Gen X


Boomer /


Silent


Under 


$50K


$50K-


$100K
$100K+


Grocery retailers 46% 39% 36% 23% 34% 30% 46% 36% 34% 37%


Liquor stores 24% 38% 35% 42% 36% 36% 33% 37% 39% 26%


Online sources 17% 10% 12% 18% 13% 18% 11% 10% 13% 25%


C-Stores 10% 11% 13% 13% 13% 12% 10% 14% 11% 9%


Bars & restaurants 3% 1% 3% 4% 4% 3% 1% 3% 3% 4%


36%


GROCERY


STORES


35%


LIQUOR 


STORES


14%


ONLINE 


SOURCES


12%


C-STORES


I LOOK 
HERE 
FIRST… BARS AND 


RESTAURANTS


3%


Statistically higher than total | Statistically lower than total


To date, bars and restaurants are not top-of-mind as a source for adult beverages - most consumers are 


looking to grocery or liquor stores first.  Building awareness around availability at foodservice will be key.


X10: If you were looking to purchase ADULT BEVERAGES (beer, wine, cocktails, etc.) during the COVID-19 / coronavirus outbreak, where would you look first?


ADULT BEVERAGE SOURCING
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HAVE PURCHASED


…since coronavirus and social distancing began.


Customers tend to skew male, young, high income, and foodie 


(self-described).


A4: Have you ordered any adult beverages (beer, wine, cocktails, etc.) “to go” (any method – pickup, delivery, etc.) FROM A BAR / RESTAURANT since the COVID-19 / coronavirus outbreak began?


1-IN-4 HAVE ORDERED ADULT 
BEVS FROM FOODSERVICE…







WHAT THEY ORDERED…
Nearly all orders have been accompanied by food - as such, restaurants, rather than bars, 


represent the bulk of volume thus far. Most are ordering beer or spirits to pair with American or 


comfort cuisine.  Single- and multi-serve seem to be equally common.


24%
of consumers have 


ordered alcohol to go 


during Covid-19.


33%


24%


16%


14%


6%


3%


2%


Fast food / fast casual


Casual sit-down restaurant


Sports bar


Other type of bar


Upscale / high end restaurant


Hotel bar / restaurant


Other


ORDERED FROM ORDERED WITH


TYPE OF BEVERAGE


FORMAT
American / mixed ethnicity cuisine 28%


Burgers / hot dogs / fried chicken 21%


Italian / pizza / pasta 17%


Mexican / Latin cuisine 14%


Sandwich / deli 6%


Asian cuisine 4%


Other 1%


Didn’t order with food 8%


38%


18%
17% 15%


6% 6%


Beer Cocktail Mixed drink Wine Sparkling


wine 


Spirit


47%


53%


Single 


Serve


Multi-


Serve







Beer Cocktail or spirit Wine
n= 95 102 52


Fast food / fast casual 39% 26% 37%


Casual sit-down restaurant 18% 28% 29%


Sports bar 20% 16% 10%


Other type of bar 15% 13% 17%


Upscale / high end restaurant 5% 9% 4%


Hotel bar / restaurant 1% 5% 4%


Other 2% 3% 0%


THOSE WHO ORDERED THIS TYPE OF BEVERAGE…


GOT IT FROM THIS 


KIND OF PLACE


Beer Cocktail or spirit Wine


n= 95 102 52


American / mixed ethnicity cuisine 25% 29% 31%


Burgers / hot dogs / fried chicken 22% 25% 10%


Italian / pizza / pasta 21% 11% 21%


Mexican / Latin cuisine 12% 17% 13%


Sandwich / deli 5% 6% 10%


Asian cuisine 2% 5% 8%


Didn’t order with food 13% 5% 8%


Other 0% 2% 0%


THOSE WHO ORDERED THIS TYPE OF BEVERAGE…


GOT IT WITH THIS 


KIND OF FOOD


A5: The last time you ordered adult beverages (beer, wine, cocktails, etc.) for pickup or delivery from a bar / restaurant since the COVID-19 / coronavirus outbreak began? Where did you order from?


A5B: Still thinking about that same last time you ordered adult beverages for pickup or delivery from a bar / restaurant? Did you have food with your order?  If so, what kind of food?


A6: Still thinking about that same last time you ordered adult beverages for pickup or delivery from a bar / restaurant? What type of alcohol did you order?







MOST DRINKERS ARE OPEN TO 
ADULT BEVS FROM FOODSERVICE


53%


49%


49%


47%


44%


30%


31%


35%


33%


36%


36%


37%


38%


53%


50%


41%


86%


85%


85%


83%


82%


83%


81%


76%


Delivery


Curbside pickup


Drive-thru


Walk-up window


Takeout /


carryout / pickup


Beer


Cocktails / spirits


Wine


P
R


E
F
E
R
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R
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VERY INTERESTED SOMEWHAT INTERESTED
TOTAL


INTEREST


ONLY WITH A MEAL WOULD ORDER ON ITS OWN
TOTAL


INTEREST


staff brings order to your car


You don’t have to go inside


Go inside store


Cider, spiked soda, seltzer, etc.


Red, white, sparkling, etc.


79%
ARE 


INTERESTED IN 


SOME FORM OF 


ALCOHOL 


TAKEOUT OR 


DELIVERY


Consumers are most interested in sourcing methods 


that don’t require going inside the store. Additionally, 


there is great interest in all varieties of drink options.


A3: How interested are you in ordering ADULT BEVERAGES (beer, wine, cocktails, etc.) for pickup or delivery from bars / restaurants during this COVID-19 / coronavirus outbreak?


A15: For each type of adult beverages, would you be interested in ordering for pickup or delivery from a bar / restaurant would you…?







HEIGHTENED AWARENESS OF AVAILABILITY WILL HELP


21%


YES NO UNSURE


Is alcohol delivery/takeout 


legal during Covid 19?
47% 32%


PREFERRED MARKETING CHANNELS


Social media 61%


Bar / restaurant website 60%


Third-party delivery websites 43%


Email 36%


Reservation websites 22%


Other food-related news websites 19%


Other 5%


Increasing consumer awareness is necessary to reach more of the market with alcohol delivery and takeout offerings. Messaging on websites and via social 


media is encouraged – and where restaurants / bars are allowed to make alcohol available, purveyors should communicate this clearly and unambiguously.


43%
Of consumers have 


noticed that restaurants 


and bars are offering 


alcohol for takeout and 


delivery


57%
Of consumers have 


not noticed that 


restaurants and bars 


are offering alcohol for 


takeout and delivery


A1: Do you know if restaurants and bars in your area are legally allowed to offer adult beverages for pickup or delivery during the COVID-19 / coronavirus outbreak?


A2: Have you noticed if restaurants and bars in your area are offering adult beverages for pickup or delivery during the COVID-19 / coronavirus outbreak?


A8: How would you want restaurants and bars in your area to let you know if they are offering adult beverages for pickup or delivery during the COVID-19 / coronavirus outbreak?







ADULT BEVERAGE AVAILABILITY 
WILL IMPACT PURCHASE DECISIONS


40%
38%


36%


33%


40%
39%


27%


22%


26%


Most would be at least somewhat persuaded to select a venue based on the availability of alcoholic 


beverages – for approximately 4-in-10 drinkers, availability would be a major decision factor.


BEER COCKTAIL WINE
B/C/D2: Thinking about ordering for pickup or delivery during COVID-19 / coronavirus…Would [beverage type] are available make you more likely to choose one place over another?


MAJOR 


selection 


factor


MINOR 


selection 


factor


NOT a 


selection 


factor


MAJOR 


selection 


factor


MINOR 


selection 


factor


NOT a 


selection 


factor


MAJOR 


selection 


factor


MINOR 


selection 


factor


NOT a 


selection 


factor







45%


42%


42%


41%


38%


30%


26%


22%


19%


11% 10%


15%


16%


19%


20%


26%


27%


40%


41%


44%


47%


48% Winding down / relaxing


Hanging out


Casual meal


Weekend dinner


Celebration / special occasion


Romantic meal


Family meal


Weekday dinner


Virtual socializing


Weekend lunch


Weekend brunch


Weekday lunch


PURCHASE 
MOTIVATIONS


PURCHASE 
OCCASIONS


Support restaurants/bars


Convenience


Lift mood/spirits


Avoid grocery/retail stores


With food takeout or delivery


Maintain a sense of normalcy


Take advantage of deals/specials


Better quality drinks


Virtual socializing


Mimic actual


experience


People want to support restaurants and bars during 


this time, and takeout / delivery of adult beverages 


provides a convenient way to lift spirits and wind 


down or relax in this stressful atmosphere.


A9:Which of the following describe the PRIMARY REASONS WHY you would order adult beverages (beer, wine, cocktails, etc.) for pickup or delivery from bars / restaurants?


A10: Which of the following describe the PRIMARY REASONS WHY you would order adult beverages (beer, wine, cocktails, etc.) for pickup or delivery from bars / restaurants?







CONSUMERS ARE 
WILLING…


…BUT PRICE IS 
STILL IMPORTANT


87%


81%


are willing to order 


from a limited menu


are willing to make a 


phone call to order


Consumers want to help – and they are understanding of 


limitations restaurants and bars are facing during this time, but 


cost is still important and while offerings don’t need to match 


retail pricing, upcharges should be kept to a minimum.


52%
36%


12%


MAJOR FACTOR
if it's too expensive or 


not a good deal, I won't 


order it 


MINOR FACTOR
it matters, but isn't my 


top consideration


NOT A FACTOR
other things are more 


important to me during 


coronavirus


A11: Would you be willing to order adult beverages for pickup or delivery from bars / restaurants if there was a limited selection?


A12: Would you be willing to make a phone call to order adult beverages from a bar / restaurant?


A14: How big of a factor is price?


Beer


Cocktail/


spirits Wine


Lower pricing (closer to retail) 26% 24% 27%


Same pricing (as normal menu) 64% 64% 62%


Higher pricing
to help struggling restaurants/bars


10% 12% 11%


PRICE REQUIREMENTS BY ALC TYPE…







ALCOHOL TO GO
CONCERNS & PACKAGING PREFERENCE


Most have at least some safety concerns about ordering 


alcohol for takeout or delivery. Assuring proper handling and 


limited human interaction from order to receipt paired with 


visible cues like sealed bags and containers should help to 


alleviate some trepidation.


CONCERNS


Improper handling 35%


Human interaction 19%


Not manufacturer-sealed 14%


Substitute lower quality alcohol 11%


No concerns 20%


PACKAGING PREFERENCE


Sealed bag/container 56%


A beverage carrier 16%


No packaging 14%


No preference 13%


A13: Generally speaking, what concerns you the most about ordering adult beverages (beer, wine, cocktails, etc.) for pickup or delivery during this time of COVID-19 / coronavirus?


A13B: Would you most prefer the order to come in?
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BEER TO GO







SKEW TOWARD
o Male


o Gen Z/Millennial


o Finances are not an issue


o Single
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BEER TO GO


of consumers would order 


beer for delivery and/or 


takeout from a bar during 


COVID-19


83%


Gender Generation Finances Relationship status Region


during COVID-19







UNINTERESTED IN BEER TO GO
during COVID-19


17%
NOT INTERESTED


IN ORDERING BEER 


TO GO


Some detractors could 


be persuaded via 


discounting or ensured 


support of the staff


A16A: You said you would NOT be interested in ordering beer / cider / spiked soda & seltzer for pickup or delivery from a bar / restaurant during the COVID-19 / coronavirus outbreak. Would you be interested in BEER, CIDER, OR SPIKED SODA / SELTZER if?


INCENTIVES TO ORDER


Part of combo meal 28%


Portion of proceeds donated to help 


staff
20%


Coupon/discount code 18%


Make-your-own variety packs 16%


Portion of proceeds donated to 


healthcare workers
15%


Discount at the bar after coronavirus 11%


Nothing would change my mind 51%







24%


19%


26%


29%


35%


43%


50%Casual sit-down restaurant


Sports bar


Other type of bar


Fast food/fast casual


Upscale restaurant


Hotel bar/


restaurant


No preference


WILLING TO ORDER BEER FROM…


BEER AVAILABILITY:
IMPACT ON VENUE SELECTION


40%


33%


27%


MAJOR FACTOR


MINOR FACTOR


NON-FACTOR


Most are willing to order beer from casual full-service and sports bars… 


and knowing that beer is available does make a difference in where 


would-be customers choose to order from.


B1: During this time of COVID-19 / coronavirus…Which types of places would you be willing to order beer, cider, or spiked soda / seltzer from?


B2: Thinking about ordering for pickup or delivery during COVID-19 / coronavirus…Would knowing beer / cider / spiked soda and seltzer are available make you more likely to choose one place over another?
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WOULD PURCHASE…


TYPE PREFERENCE…


98%


76%


56%


BEER


SPIKED 


SODA/


SELTZER
CIDER


B
E
E
R


S
P


IK
E
D


C
ID


E
R


B4: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…Which types of beer, cider, or spiked soda / seltzer would you prefer to order?







during this time of COVID-19, 


BEER DRINKERS LOOK FOR…


22%
WANT NEW


BEER OPTIONS


78%
WANT FAMILIAR 


BEER OPTIONS


Boomers are more likely 


to want familiar options


Foodies are more likely 


to want new options


B5: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering beer, cider, or spiked soda / seltzer, are you most likely to choose…?







FORMAT PREFERENCE There is ample interest in both multi-serving and single-serving 


ordering – but sealed, single-serve portions are preferred.


40%


46%


6%


11%


45%


49%


53%6-packs


12-packs


Mixed / variety packs


Growlers


Half


kegs


Individual bottles


Individual cans


B3: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…Which formats of beer, cider, or spiked soda / 


seltzer would you prefer to order?







WILLINGNESS TO PAY…


26% 64% 10%
LOWER price The SAME price HIGHER price


Though consumers are eager to support the 


foodservice industry during this time, most are only 


willing to pay “regular” restaurant / bar pricing.  


For a smaller faction of customers, willingness to 


purchase beer is conditional upon menu price 


points that are more akin to retail pricing.


B6: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering beer, cider, or spiked soda / seltzer for pickup or delivery, what is the most that you would be willing to pay?


B7: You mentioned being willing to pay more for beer, cider, or spiked soda / seltzer from bars / restaurants during COVID-19 / coronavirus…Are you willing to pay…?


Of those willing to pay more…


30%


70%


are willing to pay 


much more


are willing to pay a 


little more
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COCKTAILS TO GO







SKEW TOWARD
o Younger generations


(Gen Z, Millennials, Gen X)


o In long-term relationships
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COCKTAILS TO GO


of consumers would order 


cocktails for delivery 


and/or takeout from a bar 


during COVID-19


81%


during COVID-19


Gender Generation Finances Relationship status Region







19%
NOT INTERESTED 


IN ORDERING 


COCKTAILS TO GO


A16C: You said you would NOT be interested in ordering cocktails / spirits for pickup or delivery from a bar / restaurant during the COVID-19 / coronavirus outbreak. Would you be interested in COCKTAILS / SPIRITS if??


UNINTERESTED IN COCKTAILS TO GO
during COVID-19


Some detractors could 


be persuaded via 


discounting or help-


focused promotions post coronavirus


INCENTIVES TO ORDER


Part of combo meal 24%


Portion of proceeds donated to 


healthcare workers
19%


Portion of proceeds donated to


help staff
18%


Coupon/discount code 16%


Discount at the bar after coronavirus 7%


Nothing would change my mind 54%







25%


20%


21%


34%


34%


38%


45%Casual sit-down restaurant


Sports bar


Other type of bar


Upscale restaurant


Hotel bar/


restaurant


Fast food/fast casual


No preference


38%


40%


22%


MAJOR FACTOR


MINOR FACTOR


NON-FACTOR


D1: During this time of COVID-19 / coronavirus…Which types of places would you be willing to order COCKTAILS / SPIRITS from?


D2: Thinking about ordering for pickup or delivery during COVID-19 / coronavirus…Would COCKTAILS / SPIRITS are available make you more likely to choose one place over another?


WILLING TO ORDER FROM…


COCKTAIL / SPIRITS AVAILABILITY:
IMPACT ON VENUE SELECTION


Most are willing to order cocktails or spirits from casual full-service and 


sports bars… and knowing that these are available does make a difference 


in where would-be customers choose to order from.







WOULD PURCHASE…


CLASSIC COCKTAIL PREFERENCE (among those that would purchase classic cocktails)


D4: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…Which types of COCKTAILS / SPIRITS would you prefer to order?


D4B: You mentioned a preference for CLASSIC COCKTAILS during this time of COVID-19 / coronavirus? Which CLASSIC COCKTAILS would you be likely to order for pickup or delivery from bars / restaurants?
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COCKTAIL TYPES


Classic cocktails 60%


Tropical cocktails 40%


Fruity cocktails 40%


Craft cocktails 40%


Spicy cocktails 22%


Champagne cocktails 20%


Sparkling cocktails 18%


Mule cocktails 15%


Bitter cocktails 11%


SPIRIT TYPES


Vodka or vodka mixed drinks 44%


Rum or rum mixed drinks 34%


Whiskey or whiskey mixed drinks 32%


Tequila or tequila mixed drinks 29%


Bourbon or bourbon mixed drinks 22%


Gin or gin mixed drinks 17%


Scotch or scotch mixed drinks 12%







27%
WANT NEW


COCKTAIL 


OPTIONS


73%
WANT FAMILIAR 


COCKTAIL 


OPTIONS
The East region is 


more likely to want 


familiar options


Foodies are more likely 


to want new options


D5: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering COCKTAILS / SPIRITS, are you most likely to choose…?


during this time of COVID-19, 


COCKTAIL DRINKERS LOOK FOR…







FORMAT PREFERENCE


22%


23%


30%


37%


37%


19%


38%


39%


54%
Liquor with mixers/ingredients
(to combine yourself at home)


Full sized bottles of spirits/liquor
(no other ingredients)


Multi-serving containers of pre-mixed cocktails
(made by the restaurant)


Mixers/ingredients only
(to make yourself at home)


Single bottles of pre-mixed cocktails
(ready to drink)


Single pre-mixed cocktails
(made by the restaurant)


Cans of pre-mixed cocktails
(ready to drink)


Boxes/cartons of pre-mixed cocktails
(ready to drink) 


Mini bottles of liquor
(ready to drink)


D3: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…Which formats of COCKTAILS / SPIRITS would you 


prefer to order?


There is ample interest in both multi-serving and single-serving 


ordering – and many would buy full bottles of liquor.







ICE & FROZEN FOR COCKTAILS TO GO


33%
Prefer to have ice 


in their cocktail or 


mixed drink


67%
Prefer NO ice in 


their cocktail or 


mixed drink


56%


YES
I will still order 


frozen cocktails


31%


NO
I am concerned it would be 


too melted/watered down


13%


NO
I don’t like frozen 


cocktails


Most consumers are willing to use their own ice – preferring this to the risk of watered-down cocktails at 


their door.  That said, over half are open to frozen cocktails (despite the risk of melt upon delivery).


D4C: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus? Would you prefer for cocktails / mixed drinks to come?


D4D: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus? Would you be open to ordering FROZEN COCKTAILS (like pina colada, daquiri, mudslide, ros? slushie, etc.?







WILLINGNESS TO PAY…


24% 64% 12%
LOWER price The SAME price HIGHER price


D6: If you were to order a single mixed drink / cocktail, are you most likely to choose…?


D7: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering COCKTAILS / SPIRITS for pickup or delivery, what is the most that you would be willing to pay?


D8: You mentioned being willing to pay more for COCKTAILS / SPIRITS from bars / restaurants during COVID-19 / coronavirus…Are you willing to pay…?


Though consumers are eager to support the foodservice industry during 


this time, most are only willing to pay “regular” restaurant / bar pricing.  


For a smaller faction of customers, willingness to purchase cocktails is 


conditional upon menu price points that are more akin to retail pricing.


Of those willing to pay more…


35%


65%


are willing to pay 
much more


are willing to pay 
a little more


Most likely to choose…


35%
Premium brand
of liquor for 


cocktail/mixed drink


53%
Mainstream brand
of liquor for 


cocktail/mixed drink


12%
Value brand
of liquor for 


cocktail/mixed drink
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WINE TO GO







SKEW TOWARD
o Gen Z / Millennials


o East coast


o Foodie


o Finances are not an issue
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WINE TO GO


of consumers would order 


wine for delivery and/or 


takeout from a bar during 


COVID-19


76%


during COVID-19


Gender Generation Finances Relationship status Region







22%


19%


21%


29%


34%


39%


52%Casual sit-down restaurant


Upscale restaurant


Other type of bar


Sports bar


Limited service 


restaurant


Hotel bar/


restaurant


No preference


36%


39%


26%


MAJOR FACTOR


MINOR FACTOR


NON-FACTOR


C1: During this time of COVID-19 / coronavirus…Which types of places would you be willing to order wine from?


C2: Thinking about ordering for pickup or delivery during COVID-19 / coronavirus…Would knowing wine is available make you more likely to choose one place over another?


WILLING TO ORDER WINE FROM…


WINE AVAILABILITY:
IMPACT ON VENUE SELECTION


Willingness to order wine is highest from full-service restaurants… and 


knowing that wine is available does make a difference in where would-be 


customers choose to order from.







24%
NOT INTERESTED 


IN ORDERING 


COCKTAILS TO GO


A16B: You said you would NOT be interested in ordering WINE for pickup or delivery from a bar / restaurant during the COVID-19 / coronavirus outbreak. Would you be interested in WINE if?


UNINTERESTED IN WINE TO GO
during COVID-19


Some detractors could 


be persuaded via 


discounting or ensured 


support of the staff


INCENTIVES TO ORDER


Part of combo meal 19%


Portion of proceeds donated to help 


staff
15%


Coupon/discount code 14%


Portion of proceeds donated to 


healthcare workers
11%


Discount at the bar after coronavirus 10%


Make-your-own mixed case 7%


Nothing would change my mind 62%
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WOULD PURCHASE…


TYPE PREFERENCE…
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C4: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…Which types of wine would you prefer to order?


R
E
D


89%


WHITE WINE


59%


86%


66%


RED WINE ROSÉ / SWEET
SPARKLING 


WHITE WINE







27%
WANT NEW


WINE OPTIONS


73%
WANT FAMILIAR 


WINE OPTIONS


Boomers and women


are more likely to want 


familiar options


Men and foodies 


are more likely to want 


new options


C5: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering wine, are you most likely to choose…?


during this time of COVID-19, 


WINE DRINKERS LOOK FOR…







FORMAT PREFERENCE


Multi-serve options, particularly 


full-sized bottles, have the greatest 


potential 


12%


16%


17%


19%


32%


13%


15%


16%


21%


23%


77%Full bottles


Half-bottles


Half-cases 


Multi-serve


cartons


Full cases


Mixed 


Single-serve bottles


By-the-glass 


Cans


Single-serve


cartons


Flight


C3: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…Which formats of wine would you prefer to order?







WILLINGNESS TO PAY…


27% 62% 11%
LOWER price The SAME price HIGHER price


Most would be willing to pay “regular” restaurant / bar pricing, and 


interest is concentrated in options of $40 per bottle and below.


C6: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering wine, are you most likely to choose…?


C7: Still thinking about ordering for pickup or delivery from bars / restaurants during COVID-19 / coronavirus…When ordering wine for pickup or delivery, what is the most that you would be willing to pay?


C8: You mentioned being willing to pay more for wine from bars / restaurants during COVID-19 / coronavirus…Are you willing to pay…?


Of those willing to pay more…


40%


60%


are willing to pay 
much more


are willing to pay 
a little more


Most likely to choose…


49% Lower-priced 
(under $20 a bottle)


46% Moderate-priced 
($20-$40 a bottle)


5% Premium-priced 
($40+ a bottle)
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RESPONDENT PROFILE







40%
Have children in 


household


30% Are single


10%
Have sig. other but not 


married


46% Are married


26%


34%


36%


4%


28%


61%


11%


strict, specific


EATER TYPE


watch what I eat


not too concerned


40%


52%


8%


foodie


FOOD ATTITUDE


excited about food


eat because I have to


18%
25% 21%


12% 18%
5%


Under


$25k


$25k -


$49k


$50k -


$74k


$75k -


$99k


$100k -


$199k


$200k+


HOUSEHOLD INCOME


REGION


Full-time 53%


Part-time 11%


Not employed 26%


Stay-at-home parent 6%


Student 4%


EMPLOYMENT


Finances are not an issue 12%


Finances are stable 57%


Finances are tight 31%


F&B SPENDING


GENDER


50%


<1% non-binary / no answer


50%


GEN


Z


MILLENNIAL


GEN X


BOOMER+


GENERATION


62%


16%


14%


4%


3%


1%


White


Black


Hispanic


Asian


Mixed Race


Other


ETHNICITY


1017 CONSUMERS


WEST: 19%


SOUTH: 37%


EAST: 22%


MIDWEST: 22%


81%


13%
6%


Weekly or more Monthly / Few times per


month


Less often


ALCOHOLIC BEVERAGE CONSUMPTION FREQUENCY







47%


21%


32%


yes


CAN BARS / RESTAURANTS NEAR YOU 


OFFER ADULT BEVERAGES TO GO?


no


not sure


ONLY IF ORDERING 


A MEAL TOO


WOULD ORDER 


ON ITS OWN


WOULD NOT 


ORDER


Beer / Cider / Seltzer 30% 53% 17%


Wine 35% 41% 24%


Cocktails 31% 50% 19%


WOULD ORDER FOR PICKUP OR DELIVERY…


1017 CONSUMERS


3%


12%


14%


35%


36%Grocery retailers


Liquor stores


Online sources 


C-Stores


Bars & Restaurants


WHERE WOULD YOU PURCHASE ADULT 


BEVERAGES DURING COVID-19?


38%


18%


17%


15%


6%


6%


Beer


Cocktail


Mixed drink


Red/white wine


Sparkling wine


Spirit


LAST TIME YOU ORDERED ALC TO GO FROM A 


BAR/RESTAURANT, WHAT DID YOU GET?


Delivery 86%


Curbside pickup 85%


Drive-thru 85%


Walk-up window 83%


Takeout/pickup 82%


INTERESTED IN ORDERING 


ADULT BEVERAGES FOR…


HAVE YOU ORDERED ADULT 


BEVERAGES FROM A BAR/ 


RESTAURANT TO-GO?


76%


24%YES


NO








Avendra’s Ramp-Up Handbook


COVID-19 Back to Business Success Guide
May 2020







Handbook Objectives


• Provide general Avendra information and contact 
details to employees stepping into purchasing roles 
that may not be familiar with Avendra


• Provide sources for and information about high-
demand products and services and resources 
covering ramp-up procedures for equipment 


• Provide best practices for COVID-19 sanitation and 
operations


• Provide supplier lead times to help properties 
ensure service suppliers, distributors and property 
associates have allocated enough time for projects 
to be completed prior to ramp-up


• Provide a checklist with recommendations to 
ensure all ramp-up actions are completed for each 
department 


• Provide tips on operational efficiencies for cost 
containment
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Disclaimer: Please ensure you follow your company’s standards and specifications. This guide is intended to 
be complementary to the direction given by your brand or management company. 







Digital Communications
Critical News Advisories


Coronavirus Flashes
COVID-19 Webpage


Avendra COVID-19 Webinars with 
industry partners:
American Hotel Lodging 


Association (AHLA)
Asian American Hotel Owners 


Association (AAHOA)
Hotel Association of Canada (HAC)


National Club Association (NCA)
North Highland


Customer Service
Avendra’s Customer Service team is proactively reaching out to 
customers and suppliers during this unprecedented time.
In addition, the team is available to answer your questions at 
customerservice@avendra.com and 866-AVENDRA. 


Avendra has a range of resources to provide updates on COVID-19 supply chain 
impacts
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Are you getting the Avendra COVID-19 communications? If not, email customerservice@avendra.com to be 
added to the distribution lists.


Staying Informed


Field Support and Customer Relations 
(FSCR)


Outbound Calling


Geographically-based FSCR associates interact with full-service 
units to help provide guidance on the latest information and 
resources available.


The Outbound Calling team interacts with select-service units 
and those that do not receive FSCR deployment to support 
client’s interests and initiatives through targeted call 
campaigns.



https://webapps.avendra.com/sites/AVNewsLetters/Pages/%E2%80%8BCOVID-19%20Supply%20Chain%20Updates.aspx

https://www.youtube.com/watch?v=eCAWWqSF2Xg&feature=youtu.be

https://register.gotowebinar.com/register/3864594661566834701

https://register.gotowebinar.com/recording/5451077790261340685

https://nca.freestonelms.com/viewer/wEJrVbzp84Q4e2zdxX5EfQLDR9ZL1FbzWNAD8nUuH569WChqv

https://www.youtube.com/watch?v=QZkS0sag5eE

mailto:customerservice@Avendra.com

mailto:customerservice@Avendra.com





COVID-19 Supply Chain Updates Page 
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Visit the COVID-19 Supply Chain Updates page on myAvendra for the 
following:


Quality Assurance and 
safety guidance including:
• Sanitation Checklist 
• Hand Sanitizer Use 


Guidance


Critical category 
information including: 
• Masks and other personal 


protective equipment
• Thermometers 
• Gloves 
• Hand sanitizer 
• Air filtration
Avendra is in the process of 
creating an aggregated 
catalog for all critical products 
for reopening that will be 
available soon. 


Important information 
for ramp-up and 
reopening:
• COVID-19 


Remediation Suppliers
• Reopening Procedures 


for Equipment
• Supplier Lead Times 


for Reinstating Service 
and the Ramp-Up time 
needed due to COVID-
19


Industry insights and 
upcoming webinars
Located at the bottom of 
the webpage



https://webapps.avendra.com/sites/AVNewsLetters/Pages/%E2%80%8BCOVID-19%20Supply%20Chain%20Updates.aspx

https://www.avendra.com/wp-content/uploads/Sanitation-Checklist-for-Properties.pdf

https://www.avendra.com/wp-content/uploads/Hand-Sanitizer-Selection-Use-and-Refilling-Guide-1.pdf

https://www.avendra.com/wp-content/uploads/Critical-Category-Slide.pdf

https://www.avendra.com/wp-content/uploads/US-COVID-19-Remediation-Suppliers.pdf

https://www.avendra.com/wp-content/uploads/Reopening-Procedures-for-Equipment.pdf

https://www.avendra.com/wp-content/uploads/Supplier-Lead-Times.pdf

https://webapps.avendra.com/sites/AVNewsLetters/Pages/%E2%80%8BCOVID-19%20Supply%20Chain%20Updates.aspx





Recommended Best Practices for Ramp-Up
General Property Sanitation:
 Install social distancing signs and indicators in 


the lobby, front and back of house and include 
any state and hotel brand guidelines; rework 
lobby floor plan to accommodate social 
distancing 


 Install sneeze guards at the front desk and 
appropriate F&B stations; follow state and 
hotel brand guidelines (CDC) 


 Sanitize key cards in between uses as well as 
key/credit card machines; higher inventory may 
be needed


 Sanitize all high touch areas, such as elevator 
buttons, back of house doors, self-help coffee 
and beverage stations at regular intervals (click 
to view Avendra’s Sanitation Checklist)


Personal Sanitation:
 Consider requiring server teams to wear 


masks, change gloves after every service and 
wash hands frequently (CDC)


 Require front of house associates to wash 
hands frequently; plan coverage for time away 
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Click here to download Ecolab’s latest reopening procedures for hospitality.


Procedural Changes:
 Consider implementing contactless F&B delivery 


systems in place of operating the lounge for 
concierge-tier guests


 Consider having F&B server teams take 
orders/serve food and a separate team clear 
tables


 Replace reusable menus with paper/disposable 
menus or chalkboards


 Consider eliminating buffet services


 Update status on Open Table and other relevant 
websites or apps


 Require valet services to use gloves and change 
them in between cars; sanitize doors, handles 
and keys


 Understand how your supplier will deliver product 
during the COVID timeframe (click to view 
Delivery Guidance)


 Review inventory needs for sanitation chemicals 
and related products to align with new 
recommended practices 



https://www.avendra.com/wp-content/uploads/Ecolab-Key-Card-Disinfection-Procedure.pdf

https://www.avendra.com/wp-content/uploads/Sanitation-Checklist-for-Properties.pdf

https://www.avendra.com/wp-content/uploads/EcolabProcedureGuidanceforResumingOperations-Hospitality5576504010420.pdf

https://www.opentable.com/

https://www.avendra.com/wp-content/uploads/Supplier-and-Customer-Delivery-Guidance.pdf





Department Checklist: Food and Beverage


 Schedule Health Department inspections as needed
 Kitchen equipment: 
 Check temps on all kitchen equipment/walk-ins
 Turn on glycol chilling system 
 Deep clean all back of house equipment; replace oil in fryers
 Reschedule RTI, if applicable
 Schedule cleaning chemical provider to recalibrate systems
 Remove/sanitize fountain heads
 Schedule beer/soda lines for cleaning/blow out
 If applicable, schedule enzyme reactivation for food digester


 Perform hood and duct cleanings (solidified grease) or check 
maintenance schedule


 Schedule rental uniform, mat, linen delivery
 Check shelf-life of existing inventory:
 Discard opened condiments
 Check BIB syrup


 Conduct opening inventory and establish new pars
 Re-establish bulk gas orders (CO2, etc.)
 F&B POS: Ensure pricing is consistent with the new menus
 Re-confirm supplier delivery days and times
 Check liquor license expiration date
 Contact night cleaning to re-establish scope


6Proprietary & Confidential Information of Avendra, LLC © 2020


• MFD: 3-6 weeks
‒ Hawaii MFD: Up to 8 weeks


• Regional Meat: 3-4 weeks


• Kitchen Equipment: 2-3 weeks


• Regional Seafood: 2-3 weeks


• Regional Produce: 1-2 weeks


• Rental Uniforms/Mats: 1-2 
weeks


• Regional Dairy: 1 week


• Regional Bakery: 1 week


• Hood & Duct Cleaning: 1 week


• Smallwares: Immediate


Recommended Ramp-Up Procedures*
Supplier suggested lead 
time to resume service:


*These are industry best practice recommendations; always default to 
the direction from your brand or management company


Refer to your mySupplier
Relationships (MSR) report on 
myAvendra for your full supplier 
list.


Contact the supplier directly to work 
through any issues and opportunities 







 Double-check inspection schedule for fire extinguishers, fire panel, 
Ansul systems


 Notify police department and fire department of reopening timeline


 Test emergency evacuation system


 Schedule elevator inspection/service


 Schedule interior plant maintenance and exterior landscaping and 
adjust scope, as needed


 Schedule grease trap cleaning one week prior to opening


 Schedule pest control service 


 Common areas, back of house, rooms, exterior benches and trash 
cans


 Schedule pool maintenance


 Power wash outdoor furniture; sanitize tabletops


 Schedule rental uniform delivery


 Ensure generator is serviced and stable


 Confirm all lighting and signage is operational


 Sanitize and clean hotel vans


 Alert your duress alarms provider of your reopening and possible 
change in services or coverage
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• Elevators: 2-4 weeks


• Landscaping: 2-4 weeks


• Valet Parking: 2-4 weeks


• Pest Control: 2-3 weeks 


• Plant Maintenance: 2 weeks


• Rental Uniforms/Mats: 1-2 
weeks


• Air Filters/PTAC: 1-2 weeks


• Pool Maintenance: 1 week


• Fire & Life Safety:  Immediate


Supplier lead time to 
resume service:


Recommended Ramp-Up Procedures*


*These are industry best practice recommendations; always default to 
the direction from your brand or management company


Department Checklist: Engineering


Refer to your mySupplier
Relationships (MSR) report on 
myAvendra for your full supplier 
list.


Contact the supplier directly to work 
through any issues and opportunities 







Department Checklist: Rooms/Housekeeping


 Consider implementing color-coded cloths when cleaning different areas 
 Assign a daily cleaning attendant for revolving/push entry/exit door(s) or 


find alternatives to prevent contamination when opening and closing doors 
 Provide amenity-size disinfecting wipes in guest rooms and wipes for 


housekeepers
 Service in-house laundry equipment, if applicable
 Check belts and tension, etc.


 Outsourced and in-house laundry pars
 Share anticipated occupancy with third-party laundry to assist them with 


allocating their resources, if applicable


 Sanitize phones and cords
 Check and replace remote batteries and sanitize remote daily; consider 


using disposable remote-control wraps 
 Check light bulbs and sanitize light switches daily
 Schedule full property deep clean, including all surfaces and upholstery
 Common areas, back of house, rooms, exterior benches and trash cans


 Test all cleaning equipment and room products
 Re-establish newspapers and adjust par levels
 Set up new master key log, issue keys
 Reset room temperatures
 Train any new associates on chemicals and bed bug protocols
 Ensure ATM is stocked
 Consider anti-microbial mattress protection and more frequent changing 
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• Outsourced Laundry: 
Immediate-2 weeks


• Night Cleaning/Deep 
Cleaning: 1-2 weeks


• Floor Care: 1-2 weeks


• ATM: 1 week


• Newspapers: 48 hours


• Room Recovery: 
Immediate


• Courier: Immediate


• Office Supplies: Immediate


Supplier lead time to 
resume service:


Recommended Ramp-Up Procedures*


*These are industry best practice recommendations; always default to 
the direction from your brand or management company


Refer to your mySupplier
Relationships (MSR) report on 
myAvendra for your full supplier 
list.


Contact the supplier directly to work 
through any issues and opportunities 







Finding Competitive Pricing
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Concessions Overview for Avendra Contracted Suppliers


Avendra has reached out to all of our 
contracted suppliers and asked 
suppliers to provide discounts, 
extended terms and hold on any 
price increases in the near 
term. These updates were 
communicated via email over the 
past six weeks. As you might expect, 
suppliers are facing financial and 
operational hardships resulting from 
the pandemic; however, many have 
offered support to Avendra customers 
in the way of pricing or payment term 
concessions.


• Over 325 contracted suppliers are offering financial 
concessions to Avendra customers


• Concessions vary by supplier and include holding pricing for 
specific timelines, extending payment terms, providing 
additional discounts, etc.


• Of the suppliers offering concessions, 40% are offering 
more advantageous payment terms for customers


• Offers vary by supplier, but include payment term 
extensions up to 90 days


• 50% of suppliers offering concessions are offering to hold 
prices for certain periods of time and/or provide 
additional discounts


• Offerings vary by supplier, but include agreements of 
holding pricing for one to three months or to the end of 2020


• Special additional discounts also were secured ranging from 
product discounts to early payment discounts


Download the complete list of 325 price concessions. The excel document can be sorted by geographic region and 
category/functional area to make it more actionable by chefs, engineers, etc. 



https://www.avendra.com/wp-content/uploads/Supplier-Updates-Concessions.xlsx

https://www.avendra.com/wp-content/uploads/Supplier-Updates-Concessions.xlsx





Short Term Cost Containment
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Purchasing Practices


• Collaborate with finance and adhere to 
a weekly spend threshold 


• Centralize purchases and do not allow 
associates to place direct orders


• Limit transactions, delivery times and 
frequencies


• Suspend non-essential CapEx
spend/projects


• Inquire with supplier/distributors on 
what they may be discounting


• Ensure Rooms and F&B Departments 
coordinate MFD orders to minimize 
number of deliveries


Operational Awareness


• Know your break-even points and true 
costs; move to a la carte, grab-n-go and 
smaller fixed menu offerings


• Initiate lobby pop-up concepts


• Limit kitchen equipment use, e.g. multiple 
fryers or ovens 


• Reconsider contract/buyout labor and 
instead, cross-utilize current associates


• Associate dining options should be planned 
and limited to simple preparations


• Suspend or reduce service contracts


• Based on occupancy, close-out higher 
floors to preserve resources and reduce 
stress on housekeeping and maintenance 
schedule


We are here to support you.


Email CustomerService@avendra.com or call at 866-AVENDRA 
or submit an issue or question using this online form. 



mailto:customerservice@avendra.com

https://aramark.co1.qualtrics.com/jfe/form/SV_4GYykIYdI3oWlUN
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COVID-19 Reopening Procedures for  
Equipment   
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To assist in your current or future needs, Avendra has compiled a list of reopening procedures for 
equipment including suggested actions and contact information, if applicable.  


Equipment 
Type Suggested Action(s) Supplier Contact if 


Applicable 
Additional 
Information 


Ice Machines  


- Follow the manufacturer-recommended 
equipment start up procedures 


- Replace water filters if installed 


If you need service, contact 
your authorized repair 
center. If you need to 
purchase replacement 
parts, contact Parts Town: 
(833) 465-5086 


Visit the Parts Town 
microsite 


Kitchen 
Equipment  


- Check temperatures on all kitchen 
equipment/walk-ins 


- Turn on glycol chilling system  
- Check all gaskets and replace as needed  
- Clean and sanitize all equipment, smallwares 


and operating supplies  
- If equipment was not decommissioned properly, 


servicing may be necessary prior to use and 
availability of parts may be impacted 


 


For assistance, contact your 
regional kitchen equipment 
repair and maintenance 
company found on 
myAvendra. 
 
If you need to purchase 
replacement parts, contact  
-  Parts Town: 
   (833) 465-5086 
-  Heritage Parts:  
   (800) 458-5593 
 
For replacement 
commercial kitchen 
equipment, contact 
Avendra’s FF&E Services: 
866-AVENDRA 
ffe@avendra.com  


Visit myAvendra 
 
Visit the Parts Town 
microsite 
 
Visit the Heritage Parts 
microsite 
 
Visit the Avendra’s 
FF&E Services 
microsite 


Hood and Duct 
Cleaning  


- Remove and clean/de-grease filters if not done 
before closing 


- Contact your Hood and Duct cleaning company 
to resume service schedule 


- Inspect dryer vents and have them cleaned as 
necessary 


- Allow a one-week lead time  


Contact your regional hood 
and duct cleaning company 
found on myAvendra  


Visit myAvendra 


Starbucks 
Equipment 


- Follow Starbucks-recommended equipment 
start up procedures 


 


Contact your authorized 
repair dealer (sticker located 
on the side of the 
equipment) 


Visit this website for 
more info 


Royal Cup 
Coffee 
Equipment  


- Before turning on any coffee or tea equipment, 
please contact Royal Cup while standing in 
front of the equipment and speak with a 
representative who will walk you through 
restarting the equipment and cleaning 
instructions 


Contact Royal Cup:  800-
366-5836 and press option 
3 


View the Royal Cup 
microsite 


Coffee 
Equipment  


- Follow the manufacturer-recommended 
equipment start-up procedures 
 Nestle Vitality Express Touch Guide 
 Nestle Vitality Express Guide 
 Smuckers Roast and Ground Coffee/Tea 


Equipment Guide 
 Smuckers Liquid Coffee Equipment Guide 
 Smuckers Liquid Coffee FAQs 


Contact your authorized 
service provider to schedule 
service 


Visit myAvendra 


Water Filters  
- Consult with your Ecolab representative to 


determine if filters need to be replaced  
Contact Ecolab: (800) 352-
5326 or your regional MRO 
supplier for parts 


View the Ecolab 
information page 



http://webapps.avendra.com/suppliers/14618

http://webapps.avendra.com/suppliers/14618

tel:+1%20(800)%20458-5593

mailto:ffe@avendra.com

https://webapps.avendra.com/pages/avendra/browsesuppliers.aspx

https://webapps.avendra.com/pages/avendra/browsesuppliers.aspx

http://webapps.avendra.com/suppliers/14618

http://webapps.avendra.com/suppliers/14618

http://webapps.avendra.com/suppliers/13628

http://webapps.avendra.com/suppliers/13628

http://webapps.avendra.com/suppliers/1101/Pages/Avendra/Overview.aspx

http://webapps.avendra.com/suppliers/1101/Pages/Avendra/Overview.aspx

http://webapps.avendra.com/suppliers/1101/Pages/Avendra/Overview.aspx

https://webapps.avendra.com/pages/avendra/browsesuppliers.aspx

http://www.nestlecoffeepartnerssl.com/

http://www.nestlecoffeepartnerssl.com/

http://webapps.avendra.com/suppliers/147

http://webapps.avendra.com/suppliers/147

https://www.avendra.com/wp-content/uploads/Nestle-Vitality-Express-Touch-Equip-Turn-Off-03.30.20.pdf

https://www.avendra.com/wp-content/uploads/Nestle-Vitality-Express-Equip-Turn-Off-03.30.20.pdf

https://www.avendra.com/wp-content/uploads/Smucker-RG-Coffee-Equipment-Restart.pdf

https://www.avendra.com/wp-content/uploads/Smucker-RG-Coffee-Equipment-Restart.pdf

https://www.avendra.com/wp-content/uploads/Smucker-Liquid-Coffee-Equipment-Shutdown-and-Cleaning-Links.pdf

https://www.avendra.com/wp-content/uploads/Smucker-Liquid-Coffee-Equipment-Restart..pdf

https://webapps.avendra.com/pages/avendra/browsesuppliers.aspx

http://webapps.avendra.com/suppliers/7587/Pages/Avendra/Overview.aspx

http://webapps.avendra.com/suppliers/7587/Pages/Avendra/Overview.aspx
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Equipment 
Type Suggested Action Supplier Contact if 


Applicable 
Additional 
Information 


Quench USA 
System  


- Your system will need to be flushed prior to 
reopening 


- Please refer to this link 


Please contact Quench 
USA at (610) 930-9425 to 
schedule service 


Quench Safe 
Operating Steps 
Guide 


Pepsi Lines & 
Fountain 
Equipment 


- Contact Pepsi to flush and clean the lines and 
recalibrate the system 


- Please allow a one-week lead time   
- Refer to this link if you wish to clean the lines 


yourself  


For fountain equipment, 
contact Pepsi: 
(800) 963-2424 and select 
option 3 for repairs   


Pepsi Equipment 
Temporary Shutdown 
and Startup 
Procedures 


Pepsi Vending 
Machines  


- Contact Pepsi to restock your vending 
machines, if applicable 


- Please allow one-week lead time 


For coolers and vending, 
contact Pepsi: 
(800) 883-3508 
 


Visit the Pepsi 
microsite 


Juice Machines  - Follow the manufacturer-recommended 
equipment start-up procedures 


Contact your authorized 
service provider to schedule 
service 


View the Citrus World 
Juice Dispenser 
Weekly Cleaning 
Guide 


Totally Green 
Inc. (ORCA) 


- Contact Totally Green Inc. (ORCA) to inspect 
digester and install new enzymes 


Contact Totally Green Inc: 
Andrew Lackmann  
(416) 479-0134  
alackmann@feedtheorca.co
m  


Visit the Totally 
Green Inc. (ORCA) 
microsite 


Restaurant 
Technologies 
Oil Systems 
 


- Contact Customer Care to resume service and 
deliveries 


- Please allow a one-week lead time to start 
service 


Contact Customer Care: 
(888) 796-4997 


View the Restaurant 
Technologies, Inc. 
microsite 


Fire 
Suppression 
Systems & 
Emergency 
Lighting  


- Contact Cintas or Telgian to inspect and test 
fire suppression equipment, extinguishers 


- Test exit signs and emergency lighting 


Contact Cintas: 
(866) 246-8273 
  
Contact Telgian:  
(480) 826-0115 


View the Cintas 
microsite 
 
View the Telgian 
microsite  


Elevators 


 
- Contact your maintenance service provider and 


notify them the property is returning to full 
operation 


- Ask the supplier to advise if any pre-opening 
maintenance tasks or inspections are needed 


- If yes, schedule the supplier to come to the 
property and perform these items   


- Have the supplier confirm all permits are 
current and the equipment is ready for full-time, 
public use 


- Note: Only your established maintenance 
service provider is authorized to work on your 
equipment 


 


Contact one of the elevator 
providers below:  
 
Kone: (877) 276-8691 
 
Otis: (800) 233-6847 
 
Schindler: (800) 225-3123 
 
ThyssenKrupp: 
(877) 230-0303 
 


View Avendra’s 
Elevator Maintenance 
Program Guidance 
document 



https://www.avendra.com/wp-content/uploads/Quench-USA.pdf

https://www.avendra.com/wp-content/uploads/Quench-USA.pdf

https://www.avendra.com/wp-content/uploads/Quench-USA.pdf

https://www.avendra.com/wp-content/uploads/Quench-USA.pdf

https://www.avendra.com/wp-content/uploads/Pepsi-EquipmentShutdown-and-Startup.pdf

https://www.avendra.com/wp-content/uploads/Pepsi-EquipmentShutdown-and-Startup.pdf

https://www.avendra.com/wp-content/uploads/Pepsi-EquipmentShutdown-and-Startup.pdf

https://www.avendra.com/wp-content/uploads/Pepsi-EquipmentShutdown-and-Startup.pdf

https://www.avendra.com/wp-content/uploads/Pepsi-EquipmentShutdown-and-Startup.pdf

http://webapps.avendra.com/suppliers/4754

http://webapps.avendra.com/suppliers/4754

https://www.avendra.com/wp-content/uploads/Citrus-World-Juice-Dispenser-Sanitizing.pdf

https://www.avendra.com/wp-content/uploads/Citrus-World-Juice-Dispenser-Sanitizing.pdf

https://www.avendra.com/wp-content/uploads/Citrus-World-Juice-Dispenser-Sanitizing.pdf

https://www.avendra.com/wp-content/uploads/Citrus-World-Juice-Dispenser-Sanitizing.pdf

mailto:alackmann@feedtheorca.com

mailto:alackmann@feedtheorca.com

http://webapps.avendra.com/suppliers/13846

http://webapps.avendra.com/suppliers/13846

http://webapps.avendra.com/suppliers/13846

http://webapps.avendra.com/suppliers/4160

http://webapps.avendra.com/suppliers/4160

http://webapps.avendra.com/suppliers/4160

http://webapps.avendra.com/suppliers/6138

http://webapps.avendra.com/suppliers/6138

http://webapps.avendra.com/suppliers/10479

http://webapps.avendra.com/suppliers/10479

https://www.avendra.com/wp-content/uploads/Avendra-Elevator-Program-Guidance-for-Difficult-Operating-Conditions-4.16.20.pdf

https://www.avendra.com/wp-content/uploads/Avendra-Elevator-Program-Guidance-for-Difficult-Operating-Conditions-4.16.20.pdf

https://www.avendra.com/wp-content/uploads/Avendra-Elevator-Program-Guidance-for-Difficult-Operating-Conditions-4.16.20.pdf

https://www.avendra.com/wp-content/uploads/Avendra-Elevator-Program-Guidance-for-Difficult-Operating-Conditions-4.16.20.pdf
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Equipment 
Type Suggested Action Supplier Contact if 


Applicable 
Additional 
Information 


Pool Care & 
Equipment 
Maintenance  


- Circulation - Regain proper water level; remove 
leaves and any debris from skimmers, collector 
tanks, pump pots turning circulation pump 


- Filtration - Clean/replace filter media 
- Chemistry - Assure water chemistry is back 


within Health Department requirements 
- Cleanliness - Remove all debris and algae from 


surface and bottom of the pool or spa; main 
drains must be visible from the top of the pool 


- Safety Equipment and Signage - Needs to be 
intact; replace as necessary  


Contact one of the below 
suppliers depending on your 
location:  
 
1 Stop Pool Pros: 
(800) 772-8028 
 
Ecolab’s Pool Care: 
(800) 352-5326  
 
Leslie’s Swimming Pool: 
Supplies: 
1(537)-5437  


 
Visit myAvendra 
 


On-Premise 
Laundry 
Equipment  


- Typically requires one rinse cycle to clear out 
any debris or mold from sitting water 


- Check temperatures, gaskets and chemical 
formulas 


- Replace/reprogram as needed 


Contact Ecolab Laundry: 
(800) 352-5326 or your 
authorized laundry repair 
service 
 


View the Ecolab 
information page 


Ecolab 
Programs  


- Review your needs and contact the appropriate 
division 


- Please allow a one to two-week lead time   


Pest Elimination:  
(800) 325-1671 
 
Ware Washing: 
(800) 352-5326 
 
Rooms: (800) 352-5326 
 
Laundry: (800) 352-5326 
 
Water Treatment HVAC: 
(800) 75-WATER  
 
Pool Care: (800) 352-5326 
 
Water Filtration:  
(800) 352-5326 


Some products 
available through 
MFD, American Hotel 
Register or Office 
Depot 
 
View the Ecolab 
information page 


Fitness 
Equipment 


- Clean and sanitize all equipment and surfaces 
according to the manufacturer-recommended 
procedures 


Life Fitness Technical 
Support: 
(800) 351-3737  
 
Technogym:  
Jay Muller 
206-861-5119 


View Technogym 
Disinfection 
Recommendations 
 
View Preventative 
Maintenance 
Procedures  
 
View LifeFitness 
Power-up and Power-
down Procedures  


ATM Machine 
- Replenish machine 
- Please allow one-week lead time 


Contact eGlobal:  
Jeff Matthews  
(801) 444-5966 or 
jeff.matthews@eglobal.com  


View the eGlobal 
microsite  



https://webapps.avendra.com/pages/avendra/browsesuppliers.aspx

http://webapps.avendra.com/suppliers/7587/Pages/Avendra/Overview.aspx

http://webapps.avendra.com/suppliers/7587/Pages/Avendra/Overview.aspx

http://webapps.avendra.com/suppliers/7587/Pages/Avendra/Overview.aspx

http://webapps.avendra.com/suppliers/7587/Pages/Avendra/Overview.aspx

https://www.avendra.com/wp-content/uploads/Technogym-Disinfection-Recommendations.pdf

https://www.avendra.com/wp-content/uploads/Technogym-Disinfection-Recommendations.pdf

https://www.avendra.com/wp-content/uploads/Technogym-Disinfection-Recommendations.pdf

https://www.avendra.com/wp-content/uploads/Preventive-Maintenance-Procedures.pdf

https://www.avendra.com/wp-content/uploads/Preventive-Maintenance-Procedures.pdf

https://www.avendra.com/wp-content/uploads/Preventive-Maintenance-Procedures.pdf

https://www.avendra.com/wp-content/uploads/Power-Down-Power-Up-Presentation.pdf

https://www.avendra.com/wp-content/uploads/Power-Down-Power-Up-Presentation.pdf

https://www.avendra.com/wp-content/uploads/Power-Down-Power-Up-Presentation.pdf

mailto:jeff.matthews@eglobal.com

http://webapps.avendra.com/suppliers/8141

http://webapps.avendra.com/suppliers/8141






To assist in your current or future needs relating to 
COVID-19, Avendra's Quality Assurance Team has created 


Rooms


Sanitation Checklist


□ Manual doors including handles, push pads, glass, 
thresholds and railings


□ Phones, remote controls, key card return box and public
business machines such as computers and printers


□ Elevator doors, railings and buttons


□ Magazine/newspaper racks


□ Computers, monitors, keyboards, mice, pens, credit card
machines, chairs and other hard surfaces throughout public
areas


□ Sanitize fitness equipment after every use, though not
generally recommended to be accessible at this time


□ Maintain/increase pool chemistry, sanitize all contact
areas around pool (regulations vary)


□ Check-in counters including key cards


□ Sanitize public laundry equipment, though not generally 
recommended to be accessible at this time


□ Grab-and-go areas like reach-in refrigerators, freezers
and vending machines


□ Sanitize menus between each use or implement 
disposable menus


□ Luggage carts and room service carts


□ Ice machines and water dispensers


□ Use an EPA-approved fabric sanitizing spray (test first
for colorfastness) on soft surfaces, such as fabrics and 
carpets


□ Public restrooms: Use only disposable towels and 
cleaning supplies; follow property specific guidelines


□ Increase amount of sanitizer dispensers and sanitize 
them frequently


□ Coffee stations


□ Valet attendants should wear gloves that are changed 
between cars; sanitize steering wheels, handles and keys


□ Follow brand-mandated cleaning protocols


□ Reduce room-to-room contact as much as possible


□ Change gloves, cleaning equipment/cloths, etc.
between rooms; minimize cart “stocking”


□ Sanitize unusual touch-points such as thermostats, 
light switches, safety latches, irons/hairdryers and 
marketing materials


□ Follow laundry protocols; do not “shake” or “hug” dirty 
linens


COVID-19 Resource for Properties


Public Areas


a quick checklist of recommended sanitation areas and items 
for your properties.  


□ It is important to increase the use of EPA-approved 
disinfectants


□ Ensure that housekeeping is properly trained in the use
of cleaning materials


□ Use proper dilution and water temperatures, leaving
surfaces saturated for the recommended length of time to 
get complete virus kill (times vary based on the product
being used)


□ Use color-coded cloths/rags for different cleaning
surfaces to avoid cross-contamination


How can Avendra help?
Let us know: CustomerService@avendra.com
Visit our COVID-19 Resources Page


Additional Considerations



https://webapps.avendra.com/sites/AVNewsLetters/Pages/%E2%80%8BCOVID-19%20Supply%20Chain%20Updates.aspx

mailto:customerservice@avendra.com
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Avendra is working with our supply chain and services suppliers to establish guidelines to assist with 
ramping up or reopening your hotels. Below are the average lead times that our suppliers have 
suggested, which will ensure they can ramp-up alongside you for optimal success. As always, contact the 
supplier directly to work through any issues and opportunities.   


Please take action to resolve overdue payments with any supplier that you plan to resume service 
with, as service could be delayed due to outstanding balances.   


Please consider the notes within the Best Practices and Expectations section as we navigate through this 
unprecedented time. 


Food and Beverage  Lead Time  Reopening/Ramp-Up Best Practices and Expectations 


Master Food Distributor – 
Continental US 3-6 weeks 


Contact your supplier directly to resume service, review/update order guides, 
confirm delivery days and times, and allow supplier to ramp up inventory. 


- Be patient and be prepared for inconsistent fill rates and variable delivery 
times, at least initially 


- Delivery days/times may not be as previous; please work with your MFD 
partner on an interim arrangement 


- Be prepared for challenges with item availability at ramp up - your MFD 
might not be able to replenish these items initially due to supply chain 
disruptions 


- Slow ramp-up and fluid demand means less ability to plan and source 
spec/compliant items; be willing to accept subs for a period of time —
Avendra will be providing MFDs and customers direction on contracted 
recommendations for Good-Better-Best items to assist with cost control 


- As the MFDs place orders with manufacturers we anticipate the following 
supply chain challenges: 


 Manufacturers will be ramping up and demand patterns will be hard to 
forecast 


 Supplier shortages and repurposing of manufacturer lines as well as 
manufacturer lay-offs and closings will result in delays 


 Minimums from manufacturers may result in inability to bring in 
certain items 


 


Master Food Distributor - 
Hawaii 7-8 weeks 


- 2–3-week PO lead time from the manufacturer 


- 2 weeks transit time to get products to the west coast consolidator 


- 1–2-week transit time to Oahu  


- 1 additional week to any outer island (Kauai, Maui or Big Island) 


Specialty 3-6 weeks 
These suppliers could be a back-up for MFD for non-imported products; for 
imported products, lead time is variable as shipments from oversees may be 
significantly delayed 


Meat 3-4 weeks (for 
beef aging)  If aging is not required, plan on 2-3 weeks 
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Food and Beverage  Lead Time Reopening/Ramp-Up Best Practices and Expectations 


Fish/Seafood/Poultry 2-3 weeks Contact your supplier directly to resume service, review order guides and 
confirm delivery days and times 


Produce 1-2 weeks  Contact your supplier directly to resume service, review order guides and 
confirm delivery days and times 


Liquid Dairy  1 week Contact your supplier directly to resume service, review order guides and 
confirm delivery days and times 


Bread 1 week Contact your supplier directly to resume service, review order guides and 
confirm delivery days and times 


Smallwares: 
Wasserstrom Immediate  When ordering new need items like sneeze guards or temporal thermometers 


connect with Wasserstrom on lead times 


 


Services Lead Time    Reopening/Ramp-Up Best Practices and Expectations 


Kitchen Equipment 
Maintenance & Repair  2-3 weeks 


- Gaskets may have dried out and other parts may need to be replaced 
 


- Parts availability could be an issue due to global supply chain disruption                                                   


- Contact supplier for guidance and to schedule service as necessary 


Pest Elimination  2-3 weeks 


- Contact your supplier directly to resume service, review scope, assess 
current facility conditions and develop action plans 


- Ecolab customers:  If you have suspended pest elimination service for 
over 60 days, a "cleanout" may be required to keep the pest guarantee in 
place; contact your Ecolab account representative 


Outsourced Laundry 
Services  


Immediate-2 
weeks  


- Contact your supplier directly to resume service 


- Some suppliers have not laid off workers and are immediately ready to 
resume service, while others will need more time to bring back staff and 
ramp up 


- Establish beginning inventory (F&B and Rooms linen) before you resume 
service with your outsourced laundry provider 


- Confirm number of bins the hotel will need for the initial pick up 


- Establish delivery days and times 


Night Cleaning/Deep 
Cleaning 1-2 weeks 


Contact your supplier directly to resume service, review scope and staffing 
requirements, assess current facility conditions and develop action plans to 
ramp-up or reopen the hotel   


COVID-19 Sanitization 1-2 weeks 
Lead time could be sooner, but will depend on the number of properties that 
are already scheduled for the service; several suppliers have committed to 
prioritizing Avendra customers 
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Services Lead Time    Reopening/Ramp-Up Best Practices and Expectations 


Floor Care 1-2 weeks  Contact your supplier directly to resume service, review scope, assess current 
facility conditions and develop action plans 


PTAC Cleaning Services 1-2 weeks  Contact your supplier directly to resume service, review scope, assess current 
facility conditions and develop action plans 


Hood and Duct Cleaning  1 week Clean/de-grease filters; notify supplier of reopening to resume regular 
maintenance schedule 


Fire and Life Safety  Immediate  Contact your supplier directly with the reopening date; consider any 
municipality regulations for reopening   


Landscaping 2-4 weeks  


- Contact your supplier directly to resume service, review scope and 
develop action plans 


- If you are looking for landscape to be brought back to service levels pre-
virus, budgets need to be established and approved for the clean-up and 
remediation 


Valet Parking 2-4 weeks Contact your supplier directly to resume service 


Interior Plant 
Maintenance 2 weeks Contact your supplier directly to resume service, review scope and develop 


action plans 


Uniform Rental  1-2 weeks  Contact your supplier directly to resume service and establish uniform needs 


Elevators 2-4 weeks - Contact your supplier well ahead of opening to be added to the 
maintenance schedule 


- If your equipment has been idle for several weeks, schedule an inspection 
prior to opening to confirm everything is ready for operation 


- Once the property is open, service calls will resume per the process in the 
PLA or Elevator relief plan 


Pool Maintenance 1 week Contact your supplier directly to resume service, review scope, assess pool 
condition, and develop action plans 


Newspaper 48 hours Contact your supplier to resume subscription 


 


Rooms Lead Time    Reopening/Ramp-Up Best Practices and Expectations 


American Hotel Register  Immediate  Contact American Hotel Register to resume service 


Cintas  Immediate  Contact Cintas to resume service 
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Administrative Lead Time    Reopening/Ramp-Up Best Practices and Expectations 


Music    1-2 weeks  Contact supplier directly to resume service 


ATM  1 week Contact supplier directly to schedule replenishment  


Office Supplies Immediate  Contact supplier directly to resume service 


FedEx  Immediate  Contact FedEx directly to resume service 


 


Engineering  Lead Time    Reopening/Ramp-Up Best Practices and Expectations 


HD Supply Immediate  Contact HD Supply directly to resume service 


Grainger  Immediate  If the site utilizes Grainger KeepStock, please allow one week for Grainger to 
take inventory and establish min/max orders based on hotel’s needs 


 


 








Supplier and Customer Delivery Guidance 
 
There is currently no evidence to support transmission of COVID-19 associated with food (CDC-
4/2020).  


Distribution is an essential activity with various people responsible for the handling and delivery of 
products to our customers. The objective of these guidelines is to assist in outlining optimal preventative 
measures to ensure the safety of the delivery and receiving personnel during COVID-19.  


Your current distribution and personal hygiene programs and practices should be followed with 
recommended supervisory oversight to ensure compliance to heightened protocols. Avendra 
recommends additional screening at the beginning of every shift. Any individual displaying signs of illness 
(coughing, fever, etc.) must immediately be sent home.  


Click to view CDC guidelines on cleaning and disinfecting all areas where the employee has been. 


Click to view CDC guidelines for employees returning to work.  


Based on these guidelines, at a minimum, individuals reporting to work must wash their hands with soap 
and water for at least 20 seconds. An alcohol-based hand sanitizer with at least 60 percent alcohol may 
be used if running water is not available. 


Property Deliveries 


All delivery drivers must wear proper PPE when making deliveries. While local laws may vary, face 
coverings and gloves must be worn when handling products.  


Hands should be sanitized with an alcohol-based sanitizer before applying gloves, after using the 
restroom, and after lunch periods etc.  New disposable gloves must be worn at each property.  


All products must be fully intact and covered; opened or exposed product is prohibited.  


Dark/Key Drops (Avendra-preferred method):  
 
 Driver arrives and checks in with security 
 Driver separates load and distributes into the proper 


storage areas 
- Fresh product staged in refrigerator; frozen product 


staged in freezer 
 Driver itemizes any shortages or damaged items 
 Driver leaves invoice behind for electronic signature 
 
Dark/Key Drop deliveries must be discussed in-depth with the 
customer. Strict return policies are in effect; customer-ordered 
goods may not be returned. 
 


Pallet Drops (Avendra-preferred method for standard 
deliveries): 
 
 Driver removes pallet from the vehicle and stages in the 


designated area 
 Driver removes and disposes of shrink film 
 Driver waits in cab of vehicle for receiving personnel to 


verify delivery 
 Driver obtains invoice signature; picks up pallets 


(depending on exchange program) 
 Driver removes and disposes of gloves, sanitizes 


scanner/printer, pens 
 Driver departs 


Standard Deliveries: 
 
Standard deliveries must practice CDC-recommended 
guidelines for safe social distancing (click to view).   
 
 Driver checks in with security and/or receiving personnel 
 Driver must wait until there is space available to make full 


delivery 
 Driver separates delivery (other deliveries, outlets) inside 


the vehicle 
 


Two Wheel (Hand Truck) Deliveries: 
 
 Driver delivers product to designated areas. 
 Driver waits in cab of vehicle for receiving personnel to 


verify delivery 
 Driver obtains invoice signature  
 Driver removes and disposes of gloves, sanitizes 


scanner/printer, pens 
 Driver departs 


 


Please note that customers need to promptly check-in deliveries so that they do not delay drivers from 
completing their routes.   



https://www.cdc.gov/coronavirus/2019-ncov/community/organizations/cleaning-disinfection.html

https://www.cdc.gov/coronavirus/2019-ncov/community/guidance-business-response.html

https://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/social-distancing.html






SUGGESTED GUIDEL INES  FOR EVENT  SPACE
B E N C H M A R K  A  G L O B A L  H O S P I T A L I T Y  C O M P A N Y


B A N Q U E T  R O U N D S C L A S S R O O M


T H E A T E R H O L L O W  S Q U A R E


C R E S C E N T  O V A L S


C L I C K  I C O N S


For use when in 
“Presentation Mode”







72” Banquet Rounds


Room Size: 6,900sq. ft


Recommended 


Seats Per Table 4 5


Number of Seats 128 160


Space 
Optimization 40% 50%


Next Page
72” Rounds







72” Banquet Rounds
Next Page 


Classroom Set


Room Size: 2,400sq. ft


Recommended 


Seats Per Table 4 5


Number of Seats 48 60


Space 
Optimization 40% 50%







Classroom Set
Next Page 


Classroom Set


Room Size: 6,900sq. ft


6x18 Tables 8x18 Tables


Seats Per Table 1 2


Number of Seats 78 156


Space 
Optimization 33% 66%


6”x18’ Tables 8’x18” Tables


8’x18’ Stage


6’x18” Tables 8’x18” Tables


Seats Per Table 1 2


Number of Seats 90 180


Space 
Optimization 33% 66%


Recommended







Classroom Set
Next Page


Classroom Set 


Room Size: 2,400sq. ft


6x18 Tables 8x18 Tables


Seats Per Table 1 2


Number of Seats 28 56


Space 
Optimization 33% 66%


6’x18” Tables 8’x18” Tables


6’x18” Tables 8’x18” Tables


Seats Per Table 1 2


Number of Seats 28 56


Space 
Optimization 33% 66%


Recommended







Classroom Set
Next Page


Hollow Square


Room Size: 1,000sq. ft


6x18 Tables 8x18 Tables


Seats Per Table 1 2


Number of Seats 12 24


Space 
Optimization 33% 66%


6’x18” Tables 8’x18” Tables


6’x18” Tables 8’x18” Tables


Seats Per Table 1 2


Number of Seats 12 24


Space 
Optimization 33% 66%


Recommended







Hollow Square
Next Page


Crescent Ovals


Room Size: 1,000sq. ft


6x18 Tables 8x18 Tables


Seats Per Table 1 2


Number of Seats 10 16


Space 
Optimization 33% 53%


6’x18” Tables 8’x18” Tables


6’x18” Tables 8’x18” Tables


Seats Per Table 1 2


Number of Seats 10 16


Space 
Optimization 33% 66%


Recommended







60”x72” Crescent Ovals
Next Page


Crescent Ovals


Recommended 


Seats Per Table 3 4


Number of Seats 96 128


Space 
Optimization 42% 57%


Room Size: 6,900sq. ft 8’x18’ Stage







60”x72” Crescent Ovals
Next Page


Theater


Recommended 


Seats Per Table 3 4


Number of Seats 36 48


Space 
Optimization 42% 57%


Room Size: 2,400sq. ft







Theater
Next Page


Theater


Recommended 


Spacing
Between chairs 3’ 1.5’


Number of Seats 181 245


Space 
Optimization 34% 47%


Room Size: 6,900sq. ft 8’x18’ Stage







Theater
Next Page


Theater


Recommended 


Spacing
Between chairs 3’ 1.5’


Number of Seats 48 64


Space 
Optimization 27% 36%


Room Size: 2,400sq. ft 8’x6’ Stage







Theater


Recommended 


Spacing
Between chairs 3’ 1.5’


Number of Seats 25 35


Space 
Optimization 40% 48%


Room Size: 1,000sq. ft
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COVID-19 SAFETY AND HEALTH COMPANY POLICY 
Being the Difference for our Employees, Guests, Owners and Industry Partners 
 


POLICY PURPOSE 
This company policy includes the measures we are actively taking to mitigate the spread of 
coronavirus. You are required to follow all protocols diligently, to sustain a healthy and safe workplace 
in this unique environment. It is important that we all respond responsibly and transparently to these 
safety and health precautions. We assure you that we will always treat your private health and 
personal data with high confidentiality and sensitivity. 
 
This coronavirus (COVID-19) company policy is subject to changes with the introduction of additional 
governmental guidelines. If so, we will update you as soon as possible.  
 
SCOPE 
This coronavirus policy applies to all of our employees. All employees are required to read and 
adhere to this policy to ensure we collectively and uniformly respond to this challenge. 
 
GENERAL HYGIENE RULES 
Employees will be required to follow the CDC Guidelines for preventing the spread of respiratory 
viruses.  They include:  


• Avoid close contact with people who are sick.  
• Avoid touching your eyes, nose and mouth with unwashed hands.  
• Wash your hands often with soap and water for at least 20 seconds.  Use an alcohol-based hand 


sanitizer that contains at least 60% alcohol if soap and water are not available.  
 
EMPLOYEES ARE EXPECTED TO MONITOR THEIR OWN HEALTH   
Stay home when you are sick.  Staying home allows you to get the rest you need to get well and also helps to 
reduce the spread of the illnesses such as viruses.  Please continue to follow the call-in, time and attendance 
protocols for your property.  For questions please contact your Human Resources Representative.  
 
By entering the facility, you are affirming and attesting that:  
 
(a) In the last 14 days, you have not had any close contact with anyone who is either confirmed or suspected 
of being infected with COVID-19, including anyone who was experiencing or displaying any of the known 
symptoms of COVID-19 (which are listed in item (c) below); AND  
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(b) You have not in the last month traveled to a restricted area that is under a Level 2, 3, or 4 Travel Advisory 
according to the U.S. State Department; AND  


(c) You do not currently experience or display, and in the last 14 days, you have not experienced or displayed, 
any of the following symptoms:  


 
Cough Persistent headaches 
Loss of smell and/or taste Sore throat  
Muscle pain  Chills, Repeated shaking with chills  
Fatigue Diarrhea 
Feeling feverish or a measured temperature greater 
than or equal to 100.0 degrees Fahrenheit  


Feeling feverish or a measured temperature greater 
than or equal to 100.0 degrees Fahrenheit  


Shortness of breath and/or difficulty breathing Known close contact with a person who is lab 
confirmed to have COVID-19  


Employees are required to adhere to additional health screenings as deemed appropriate by their property 
and/or State & Local Health Officials including but not limited to health questionnaires and temperature checks.  
Employees must ensure that their health screening is complete.  They will not be permitted to work without 
successfully completing the health screening.  Anyone with a confirmed positive COVID-19 test; or close 
personal contact with someone who has a confirmed positive test or anyone sent home who has displayed the 
above symptoms will be required to provide a return to work clearance from a healthcare provider.   
 
PERSONAL PROTECTIVE EQUIPMENT (PPE) 
Appropriate PPE will be worn by all employees based on their role and responsibilities and in 
adherence to State or Local regulations and guidance. Please see your manager for additional PPE 
requirements & procedures within your department 


PHYSICAL DISTANCING 
Employees will be required to practice strict physical distancing while at work including to and from 
their vehicles and while on break. Please see your manager for additional physical distancing 
requirements & procedures within your department. 


INCREASED SANITIZATION REQUIREMENTS 
Employees are required to adhere to increased sanitization requirements.  Shared tools and 
equipment will be sanitized before, during and after each shift or anytime the equipment is transferred 
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to a new employee. This includes but is not limited to phones, radios, computers and other 
communication devices, payment terminals, kitchen implements, engineering tools, safety buttons, 
folios, cleaning equipment, keys, time clocks and all other direct contact items used throughout the 
property. Please see your manager for additional sanitization requirements & procedures within your 
department. 


REPORTING A CONFIRMED OR SUSPECTED CASE OF COVID-19 
Employees must respond swiftly and report to their manager all confirmed or suspected cases of 
COVID-19.   Employees should contact a manager if they notice a coworker or guest with a cough, 
shortness of breath or another known symptom of COVID-19. Employees who are exhibiting any of 
the symptoms of COVID-19 while at the property are instructed to immediately notify their manager or 
hotel designee.    
 
Any employee who violates the COVID-19 policy will be subject to coaching and counseling up to and 
including separation of employment. 
 


 








CORONAVIRUS (COVID -19)


O P E R A T I O N A L  R E C O M M E N D A T I O N S  |  U P D A T E D  0 5 - 1 1 - 2 0 2 0







O P E R A T I O N A L  
R E C O M M E N D A T I O N S


Personal protective 
equipment for team member 


and guest use.


P P E


For use in public spaces, 
guest rooms, production and 


service areas.


C H E M I C A L


Tools to assist with the 
application of chemicals as 
well as the safety of guests 


and team members. 


E Q U I P M E N T


Devices to detect and monitor 
potential heath risks.


T E C H N O L O G Y







P P E
R E C O M M E N D A T I O N S


CATEGORY
PRODUCT 


DESCRIPTION
NOTES UNIT PRICE LEAD TIME VENDOR NAME HOW TO ORDER


VENDOR DIRECT / 
AVENDRA


Face Mask Washable 100 percent cotton
$2.75/each ($2.25 


over 1000)
7-10 business 


days
Gourmet Table Skirts & 


Linens


Sarah Gayle 
Sarah@tableskirts.com


832-567-3413 (cell)
Avendra


Face Mask Washable 3 Ply Performance Fabric
$3-$5.10/each 
minimum 100


10 business days CCMP Capital
Order online at www.foundersport.com


Danielle Conner 
Danielle.Zwerneman@ccmpcapital.com


Avendra


Face Mask Washable 100 percent cotton
$5.25/each 


minimum 500
10 business days At Work Uniforms


Bobby Barnes
Bobby.Barnes@atworkuniforms.com


958-290-7826 (cell)
Avendra


Face Mask w/ CO2 
Valve


Washable 100 percent cotton $8.00/each
2-3 days 


(stock colors)
Full Turn


Daryl Donati
DDonati@att.net


Vendor Direct


Face Mask Washable 100 percent cotton $15/each
7-14 business 


days
COLDEN UNLIMITED


Colden Searles
Colden.Searles@gmail.com
www.coldenunlimited.com 


Vendor Direct


Face Mask Disposable 3-ply, BFE98%
$0.70/each; 


minimum 2,000
2-3 days Bocca Terry


Jyll Brink
Jbrink@BoccaTerry.com


754-368-0363 (cell)
Vendor Direct


Face Mask Disposable 3-Ply
$0.88/each; 
minimum 50


2-3 days
American Hotel 


Register
Order AHR item number is 1116145 via Email: 


avendraorderentry@americanhotel.com
Avendra


Face Mask Disposable 3-Ply
$1.33/each; 


minimum 1,350


Available 
starting


7/1/2020
TY Group


www.tyharbor.com
John Hanson, jhanson@linenholdings.com


609-332-2505 
Avendra


Face Mask Disposable KN95; 5-ply
$3.50/each; 


minimum 600
10-14 days Cintas


Scott Kail, kails@cintas.com
317.439.3238 (cell) 


Avendra


Face Mask Disposable KN95; 5-ply
$5/each; 


minimum 500
10-14 days


HAIGH CONSTRUCTION 
& DEVELOPMENT INC


www.haighconstructionanddevelopmentinc.com
Steve Haigh, haighconstruction@gmail.com


Vendor Direct


Face Mask Disposable KN95; 5-ply
$6.29/each; 


minimum 1,000


Available 
starting


7/1/2020
TY Group


www.tyharbor.com
John Hanson, jhanson@linenholdings.com


609-332-2505 
Avendra







P P E
R E C O M M E N D A T I O N S


CATEGORY
PRODUCT 


DESCRIPTION
NOTES UNIT PRICE LEAD TIME VENDOR NAME HOW TO ORDER


VENDOR DIRECT / 
AVENDRA


Face Shield MA-10003A
One size fits all; pet film; anti-


fog.
$4.95 ($3.50 over 


500)
10-15 business 


days
Garnier Thiebaut


shop.gtlinens.com
Ivan Georgiev


ivan@gtlinens.com
888-954-6367 x 103


Vendor Direct


Face Shield 85050 3-Ply
$5.33/each; 


minimum 150
2-3 business 


days
TY Group


www.tyharbor.com
John Hanson


jhanson@linenholdings.com
609-332-2505 


Avendra


Goggles MA-10003B
One size fits all; PC double sided 


reinforced excellent PVC.
$5.95 ($4.95 over 


100)
10-15 business 


days
Garnier Thiebaut


shop.gtlinens.com
Ivan Georgiev


ivan@gtlinens.com
888-954-6367 x 103


Vendor Direct


Isolation Gown MA-4000-A
Laminated PP non-woven fabric, 


3 layer white.
$22/each


10-15 business 
days


Garnier Thiebaut


shop.gtlinens.com
Ivan Georgiev


ivan@gtlinens.com
888-954-6367 x 103


Vendor Direct


Gloves HGL230CLT2H
High-density polyethylene 


gloves; powder-free; latex-free; 
transparent.


Contact Vendor
Next Scheduled 


Delivery
Master Food 
Distributor


Master Food Distributor (preferred) Avendra


Gloves
Powder-free, 


Latex-free Gloves


High-density polyethylene 
gloves; powder-free; latex-free; 


transparent.
Contact Vendor


Next Day 
Delivery


Various
OfficeDepot.com


Grainger.com
HDSupply.com


Avendra


Gloves Nitrile, 6 ML 100 pair/box. $15/1000 units Contact vendor Garnier Thiebaut


shop.gtlinens.com
Ivan Georgiev


ivan@gtlinens.com
888-954-6367 x 103


Vendor Direct


Shoe Cover HBO200BLT8H
Lightweight and breathable non-


woven material; non-slip.
Contact vendor Contact vendor Garnier Thiebaut


shop.gtlinens.com
Ivan Georgiev


ivan@gtlinens.com
888-954-6367 x 103


Avendra







G U E S T  R E L AT E D  P P E
R E C O M M E N D A T I O N S


CATEGORY
PRODUCT 


DESCRIPTION
NOTES UNIT PRICE LEAD TIME VENDOR NAME HOW TO ORDER


VENDOR DIRECT / 
AVENDRA


Personal Protection 
Kit


Welcome Kit 
(Generic or 
Brandable)


930004


Individually packed: Surface 
wipes; face mask; personal hand 


sanitizer
Sealed Pouch


$2.61-$3.65 
per kit


minimum 96 units


Available 
starting


7/1/2020
TY Group


www.tyharbor.com
John Hanson


jhanson@linenholdings.com
609-332-2505 


Vendor Direct


Personal Protection 
Kit


Welcome Kit 
(Generic or 
Brandable)


Individually packed: 3 ply mask + 
75% alcohol wipes


Pouch with zipper closure 


$2.81 
per kit


minimum 5,000 
units


Contact vendor Garnier Thiebaut


shop.gtlinens.com
Ivan Georgiev


ivan@gtlinens.com
888-954-6367 x 103


Avendra


Personal Protection 
Kit


Welcome Kit 
(Generic)
NF-1024 


Individually packed: 3 ply mask + 
75% alcohol wipes


Pouch with zipper closure 


$2.95
per kit


minimum 96 units
Contact vendor Torn Ranch


www.hospitality.tornranch.com
Deana Kay


dkay@tornranch.com
(707)796-7863


Avendra


Personal Protection 
Kit


Welcome Kit 
(Generic or 
Brandable)


Individually packed: Surface 
wipes; pair latex gloves; face 
mask; personal hand sanitizer


Pouch with zipper closure


$4.70 per kit
minimum 5,000 


units
3 Weeks Amet Hotel & Resort


www.amethotelandspa.com
Deve Sanford


deve@amethotelandspa.com
Vendor Direct


Personal Protection 
Kit


Welcome Kit 
(Generic or 
Brandable)


Individually packed: Surface 
wipes; pair latex gloves; face 
mask; personal hand sanitizer


Pouch with zipper closure


$6-$8 per kit
minimum 10,000 


units
4-5 Weeks Regency Group


www.regencygroup.net
Nick Meyers


meyers@theregencygroup.net
312-224-1582


Avendra


Remote Clicker 
Cover


PB10
Touch-sensitive material does 


not impede operation or view of 
remote, 0.7 mil Gauge


$20 per case
Case Pack: 2,000


2-3 business 
days


TY Group


www.tyharbor.com
John Hanson


jhanson@linenholdings.com
609-332-2505 


Avendra


Ice Bucket Poly Liner 3qt Ice Bucket Polybag Liner
$114.66 per case
Case Pack: 2,000


2-3 business 
days


TY Group


www.tyharbor.com
John Hanson


jhanson@linenholdings.com
609-332-2505 


Avendra


Ice Bucket 
Disposable
5T3-NO196


83oz White Paper Bucket, Solo Contact Vendor Contact vendor
Master Food 
Distributor


Master Food Distributor (preferred) Avendra







E Q U I P M E N T
R E C O M M E N D A T I O N S


CATEGORY PRODUCT DESCRIPTION NOTES UNIT PRICE LEAD TIME VENDOR HOW TO ORDER VENDOR DIRECT / AVENDRA


Electrostatic Sprayer Handheld
Coats up to 2.8K square feet on a single 


tank of fluid.
$900 + freight; 


minimum 2 units
June COLDEN UNLIMITED


www.coldenunlimited.com 
Colden Searles


Colden.Searles@gmail.com
Vendor Direct


Electrostatic Sprayer Clorox 360 Cleaner cost is $127/case (4 gallons). $4,600/each Contact vendor
HAIGH CONSTRUCTION & 


DEVELOPMENT INC


www.haighconstructionanddevelopmentinc.com
Steve Haigh


haighconstruction@gmail.com
Vendor Direct


Portable Disinfection 
Mister


PS 4/7 Bp Mister
Hospital grade for use with Vital Oxide 


disinfectant.
Contact vendor Contact vendor KARCHER WINDSOR


www.karcher.com/us
Rick Tomei


rick.tomei@karcherna.com
704 200-4127


Avendra


Safety Shields
Various sizes and 


openings available. 
For use to prevent direct human to human 


contact or contact with product.
$199-699 4-5 Business Days MITY, INC


Jesse Betteridge
Jesse.Betteridge@mityinc.com


801-318-1027
Avendra


Safety Shields
Various sizes and 


openings available. 
Custom sizes available. Contact vendor Contact vendor EASTERN TABLETOP


www.bonchef.com
Suzanne Stark


suzannestark@wasserstrom.com
614-737-8368


Avendra


Safety Shields
Various sizes and 


openings available. 
Custom sizes available. Contact vendor Contact vendor BONCHEF


www.bonchef.com
Suzanne Stark


suzannestark@wasserstrom.com
614-737-8368


Avendra


Safety Shields
Various sizes and 


openings available. 
Mounted shields, suspended shields, 


freestanding shields
Contact vendor Contact vendor CAL-MIL


www.calmil.com
Suzanne Stark


suzannestark@wasserstrom.com
614-737-8368


Avendra


Social Distancing 
Signage


“6 Feet Apart” social 
distancing


15” diameter; various colors. $126/10 units 3-5 Business Days Regency Group


www.regencygroup.net
Nick Meyers


meyers@theregencygroup.net
312-224-1582


Avendra



http://www.karcher.com/usRick%20Tomei





C H E M I C A L
R E C O M M E N D A T I O N S


Use of chemicals must follow all manufacturer guidelines; ensure usage training and MSDS placed throughout the operation.


CATEGORY
PRODUCT 


DESCRIPTION
NOTES UNIT PRICE LEAD TIME VENDOR HOW TO ORDER


VENDOR DIRECT / 
AVENDRA


Disinfecting 
Wipes


SKU 6101858
EPA-registered disinfectant for 


general purpose; safe for use on 
hard, non-porous surfaces.


Contact Vendor Contact vendor ECOLAB
www.ecolab.com


Contact your local rep directly
Avendra


Disinfectant Vitaloxide
For use with                                    


Karcher PS 4/7 Bp Mister.
$80/gallon Contact vendor KARCHER WINDSOR


www.karcher.com/us
Rick Tomei


rick.tomei@karcherna.com
704-200-4127


Avendra


Disinfectant BenzaRid
Hospital grade cleaner; virucide; 


fungicide.
Contact Vendor Contact vendor BED BUG STORE


www.bedbugstore.com 
Stephanie Weimiller


stephanie@naturesinnovation.com
Vendor Direct


Hand Sanitizer
Touchless; 


portable stands
Ability to customize with 


graphics/branding.
$150 - $215 Contact vendor ECOLAB


www.ecolab.com
Contact your local rep directly


Vendor Direct


Hand Sanitizer Personal size
.5 oz; custom imprinted compact; 


antibacterial.
$1.83/each/1000 


units
10-14 business 


days
COLDEN UNLIMITED


www.coldenunlimited.com 
Colden Searles


Colden.Searles@gmail.com
Vendor Direct



http://www.karcher.com/usRick%20Tomei





T E C H N O L O G Y
R E C O M M E N D A T I O N S


CATEGORY
PRODUCT 


DESCRIPTION
NOTES UNIT PRICE LEAD TIME VENDOR HOW TO ORDER


VENDOR DIRECT  /  
AVENDRA


Thermometer


Non-contact 
forehead 


thermometer 
(6914526) 


Measures body and forehead 
thermometer from 89°F to 109°F


$98/unit


Next Day 
Delivery*
Based on 


availability


OFFICE DEPOT ORDER ONLINE AT OFFICEDEPOT.COM Avendra


Thermometer


Non-contact 
forehead 


thermometer 
(149979) 


Measures body and forehead 
thermometer from -36.4°F to 


689°F
$118/unit


Next Day 
Delivery*
Based on 


availability


HD SUPPLY ORDER ONLINE AT HDSUPPLY.COM Avendra


Thermometer


Non-contact 
forehead 


thermometer 
(model THD2FE) 


Measures body and forehead 
thermometer from 89.6°F to 
108.5°F (32.0°C to 42.5°C).


$155/unit 2-3 weeks ECOLAB
www.ecolab.com


To Order, Call 800-321-3687
Avendra


Thermometer


Non-Contact 
Forehead 


Thermometer 
(6084146)


Non-Contact 
Infrared Forehead 


Thermometer 
(6084564)


Measures body and forehead 
thermometer from 89.6°F to 
108.5°F (32.0°C to 42.5°C).


$87-$120/unit 2-3 weeks WASSERSTROM
To order, call Wasserstrom Customer Service, 800-


999-9277.
Avendra







T E C H N O L O G Y
R E C O M M E N D A T I O N S


CATEGORY
PRODUCT 


DESCRIPTION
NOTES UNIT PRICE LEAD TIME VENDOR HOW TO ORDER


VENDOR DIRECT  /  
AVENDRA


Infrared Thermal 
Scanner


TI-CS-T11


Non-contact human temperature 
measurement system for 


abnormal body detection; scan 
up to 10 persons at a time.


$15,900/unit 2-3 weeks CSS INC
www.cssinco.com
Deborah Maxwell


Deborah@cssinco.com
Vendor Direct


Infrared Thermal 
Scanner


TI-CS-T1
Thermal imaging camera 


handheld.
$12,900/unit 2-3 weeks CSS INC


www.cssinco.com
Deborah Maxwell


Deborah@cssinco.com
Vendor Direct


Temperature 
Screening Unit


WelloStationX 
K180298


Hands-free, self-service, high-
volume.


$9095/unit 
(includes kiosk 
bundle, annual 


monitoring, 
extended 
warranty); 


$5625/unit for 
desktop bundle.


6-8 weeks WELLO INC
www.welloinc.com


Matt Minyard
Matt.minyard@welloinc.com


Vendor Direct


UV Disinfection 
Light


Portable; USB 
Charging


Sterilization rate up to 99.9%. Contact vendor
5-10 business 


days
COLDEN UNLIMITED


www.coldenunlimited.com 
Colden Searles


Colden.Searles@gmail.com
Vendor Direct


Air Purification AOCPPI-16
Oxidation cell; plug-in device 


capability.
Contact vendor Contact vendor RESTOR AIR


www.restorair.com
Eric Krieger


ekrieger@restorair.com
Vendor Direct








 


 


 
 


Employee Return to Work Health Assessment 
 


People with COVID-19 have had a wide range of symptoms reported – ranging from mild symptoms to severe illness. 
Symptoms may appear 2-14 days after exposure to the virus. People with these symptoms or combinations of symptoms 
may have COVID-19: This list is not all inclusive. [Information Source:  Center for Disease Control and Prevention (CDC)] 
 
We require that you complete the following questionnaire each week/day you report to work.  


 
Have you been tested for COVID-19?   
If yes, indicate date: _____________ and test results:  Positive_____; Negative __________ 
 
In the last 14 days have you had any close contact with anyone who is either confirmed or suspected of being 
infected with COVID-19, including anyone who was experiencing or displaying any of the known symptoms of 
COVID-19? 
 
  _____ No _____ Yes 
 
In the past 14 days, have you had: 


Cough      _____ No _____ Yes 
Shortness of breath or difficulty breathing _____ No _____ Yes 
 


Or at least two of these symptoms: 
Fever    _____ No _____ Yes 
Chills    _____ No _____ Yes 
Repeated shaking with chills _____ No _____ Yes 
Muscle pain   _____ No _____ Yes 
Headaches   _____ No _____ Yes 
Sore throat   _____ No _____ Yes 
New loss of taste or smell _____ No _____ Yes 


 
 


Have you traveled outside the state of ____________?  
______ No ______ Yes If Yes, where and dates of travel? ______________________________ 


 
 


________________________________________ ___________________________________ 
Print Employee Name     Employee Signature 


 
________________________________________ 
Date 


 
________________________________________ ___________________________________ 
Human Resources     Date 








www.fda.gov 1 April 2020


Best Practices for Retail Food Stores, Restaurants, 
and Food Pick-Up/Delivery Services During the 
COVID-19 Pandemic


FDA is sharing information about best practices to operate retail food stores, restaurants, and 
associated pick-up and delivery services during the COVID-19 pandemic to safeguard workers and 
consumers. 
This addresses key considerations for how foods offered at retail can be safely handled and delivered 
to the public, as well as key best practices for employee health, cleaning and sanitizing, and personal 
protective equipment (PPE). This is not a comprehensive list. We encourage consulting the references 
and links provided below by CDC, FDA, EPA, and OSHA for more detailed information. This will be 
updated as FDA receives further information and inquiries.


Managing Employee Health (Including Contracted Workers)


•	 Instruct employees with symptoms associated with COVID-19 to report them to their supervisors. Instruct 
sick employees to stay home and to follow the CDC’s What to do if you are sick with coronavirus disease 2019 
(COVID-19). Consult with the local health department for additional guidance. 


•	 If employees are sick at work, send them home immediately. Clean and disinfect surfaces in their workspace. 
Others at the facility with close contact (i.e., within 6 feet) of the employee during this time should be 
considered exposed. 


•	 Instruct employees who are well, but know they have been exposed to COVID-19, to notify their supervisor 
and follow CDC-recommended precautions (see below).


•	 Inform fellow employees of their possible exposure to COVID-19 in the workplace, if an employee is confirmed 
to have COVID-19, while maintaining confidentiality. 


•	 Implement workplace controls to reduce transmission among employees, such as those described below that 
are included in CDC’s Interim Guidance for Implementing Safety Practices for Critical Infrastructure Workers 
Who May Have Had Exposure to a Person with Suspected or Confirmed COVID-19.


	 –	 Employers - Pre-screen (e.g., take temperature and assess symptoms prior to starting work).
	 –	 Employers - Disinfect and clean work spaces and equipment, and consider more frequent cleaning of high 


touch surfaces.
	 –	 Employees - Regularly self-monitor (e.g., take temperature and assess symptoms of coronavirus).
	 –	 Employees - Wear a mask or face covering.
	 –	 Employees - Practice social distancing and stay at least 6 feet from other people whenever possible.
•	 For additional information when employees may have been exposed to COVID-19, refer to CDC’s Interim 


Guidance for Implementing Safety Practices for Critical Infrastructure Workers Who May Have Had Exposure 
to a Person with Suspected or Confirmed COVID-19.


•	 For additional information on employee health and hygiene and recommendations to help prevent worker 
transmission of foodborne illness, refer to FDA’s Employee Health and Personal Hygiene Handbook.


	 –	 If FDA recommendations differ from CDC’s regarding employee health and COVID-19, follow CDC. 
•	 For returning previously sick employees to work, refer to CDC’s Guidance for Discontinuation of Home 


Isolation for Persons with COVID-19.
•	 Follow CDC and FDA information on PPE (i.e., gloves, face masks/coverings, and protective gear). 
•	 Frequently review CDC’s Interim Guidance for Business and Employers to Plan and Respond to Coronavirus 


Disease 2019.
•	 Understand risk at the workplace — use OSHA’s Guidance on Preparing Workplaces for COVID-19.



https://www.cdc.gov/coronavirus/2019-ncov/if-you-are-sick/steps-when-sick.html

https://www.cdc.gov/coronavirus/2019-ncov/if-you-are-sick/steps-when-sick.html

https://www.cdc.gov/coronavirus/2019-ncov/community/disinfecting-building-facility.html?CDC_AA_refVal=https%3A%2F%2Fwww.cdc.gov%2Fcoronavirus%2F2019-ncov%2Fprepare%2Fdisinfecting-building-facility.html

https://www.cdc.gov/coronavirus/2019-ncov/community/critical-workers/implementing-safety-practices.html

https://www.cdc.gov/coronavirus/2019-ncov/community/critical-workers/implementing-safety-practices.html

https://www.cdc.gov/coronavirus/2019-ncov/symptoms-testing/symptoms.html

https://www.cdc.gov/coronavirus/2019-ncov/community/critical-workers/implementing-safety-practices.html

https://www.cdc.gov/coronavirus/2019-ncov/community/critical-workers/implementing-safety-practices.html

https://www.cdc.gov/coronavirus/2019-ncov/community/critical-workers/implementing-safety-practices.html

https://www.fda.gov/food/retail-food-industryregulatory-assistance-training/retail-food-protection-employee-health-and-personal-hygiene-handbook

https://www.cdc.gov/coronavirus/2019-ncov/hcp/disposition-in-home-patients.html

https://www.cdc.gov/coronavirus/2019-ncov/hcp/disposition-in-home-patients.html

https://www.cdc.gov/coronavirus/2019-ncov/community/critical-workers/implementing-safety-practices.html

https://www.fda.gov/food/food-safety-during-emergencies/food-safety-and-coronavirus-disease-2019-covid-19

https://www.cdc.gov/coronavirus/2019-ncov/community/guidance-business-response.html

https://www.cdc.gov/coronavirus/2019-ncov/community/guidance-business-response.html

https://www.osha.gov/Publications/OSHA3990.pdf
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Food Safety Information


Continue to follow established food safety protocols and best practices for retail food establishments and 
important COVID-19 recommendations, including the following:
•	 Follow the 4 key steps to food safety: Always — Clean, Separate, Cook, and Chill.
•	 Wash, rinse, and sanitize food contact surfaces dishware, utensils, food preparation surfaces, and beverage 


equipment after use. 
•	 Frequently disinfect surfaces repeatedly touched by employees or customers such as door knobs, equipment 


handles, check-out counters, and grocery cart handles, etc. 
•	 Frequently clean and disinfect floors, counters, and other facility access areas using EPA-registered 


disinfectants.
•	 Prepare and use sanitizers according to label instructions.
•	 When changing your normal food preparation procedures, service, delivery functions, or making staffing 


changes, apply procedures that ensure:
	 –	 Cooked foods reach the proper internal temperatures prior to service or cooling.
	 –	 Hot foods are cooled rapidly for later use – check temperatures of foods being cooled in refrigerators or by 


rapid cooling techniques such as ice baths and cooling wands.
	 –	 The time foods being stored, displayed, or delivered are held in the danger zone (between 41°F and 135°F) 


is minimized.
	 –	 Proper training for food employees with new or altered duties and that they apply the training according to 


established procedures.
•	 Help customers maintain good infection control and social distancing by:
	 –	 Discontinuing operations, such as salad bars, buffets, and beverage service stations that require 


customers to use common utensils or dispensers.  
	 –	 Finding ways to encourage spacing between customers while in line for service or check out in accordance 


with the applicable State or local requirements.
	 –	 Discouraging customers from bringing pets — except service animals — into stores or waiting areas.
•	 Continue to use sanitizers and disinfectants for their designed purposes.
•	 Verify that your ware-washing machines are operating at the required wash and rinse temperatures and with 


the appropriate detergents and sanitizers.
•	 Remember that hot water can be used in place of chemicals to sanitize equipment and utensils in manual 


ware-washing machines. 
•	 If you donate food to food recovery or charitable organizations, check for State and local guidelines. You can 


also find further information at Conference for Food Protection.


Managing Operations in a Foodservice Establishment or Retail Food Store


•	 Emphasize effective hand hygiene including washing hands for at least 20 seconds, especially after going to 
the bathroom, before eating, and after blowing your nose, coughing, or sneezing.


•	 Always wash hands with soap and water. If soap and water are not readily available, then use an alcohol-
based hand sanitizer with at least 60% alcohol and avoid working with unwrapped or exposed foods. 


•	 Avoid touching your eyes, nose, and mouth.
•	 Use gloves to avoid direct bare hand contact with ready-to-eat foods.
•	 Before preparing or eating food, always wash your hands with soap and water for 20 seconds for general food 


safety. 
•	 Cover your cough or sneeze with a tissue, then throw the tissue in the trash and wash hands after.


Personal Hygiene for Employees



https://www.fda.gov/food/buy-store-serve-safe-food/safe-food-handling

https://www.epa.gov/pesticide-registration/list-n-disinfectants-use-against-sars-cov-2

https://www.epa.gov/pesticide-registration/list-n-disinfectants-use-against-sars-cov-2

http://www.foodprotect.org/guides-documents/comprehensive-guidance-for-food-recovery-programs/
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Food Safety Information


•	 Observe established food safety practices for time/temp control, preventing cross contamination, cleaning 
hands, no sick workers, and storage of food, etc.


•	 Have employees wash hands often with soap and water for at least 20 seconds, especially after going to 
the bathroom, before eating, after blowing their nose, coughing or sneezing, or after touching high touch 
surfaces, e.g., doorknobs, and doorbells.


	 –	 If soap and water are not readily available, use an alcohol-based hand sanitizer with at least 60% alcohol. 
Always wash hands with soap and water if hands are visibly dirty. See, CDC’s How to Protect Yourself & 
Others. 


 •	 Increase the frequency of cleaning and disinfecting of high-touch surfaces such as counter tops and touch 
pads and within the vehicle, by wiping down surfaces using a regular household cleaning spray or wipe.


	 –	 Make sure to read the label and follow manufacturer’s instructions on use.
•	 Establish designated pick-up zones for customers to help maintain social distancing.
•	 Practice social distancing when delivering food, e.g., offering “no touch” deliveries and sending text alerts or 


calling when deliveries have arrived. 
•	 Conduct an evaluation of your facility to identify and apply operational changes in order to maintain social 


distancing if offering take-out/carry-out option by maintaining a 6-foot distance from others, when possible. 
•	 Keep hot foods hot and cold foods cold by storing in appropriate transport vessels.
	 –	 Keep cold foods cold by keeping enough coolant materials, e.g., gel packs.
	 –	 Keep hot foods hot by ensuring insulated cases are properly functioning.
•	 Keep foods separated to avoid cross contamination, e.g., keeping raw foods separated from cooked and 


ready-to-eat foods.
•	 Ensure that any wrapping and packaging used for food transport is done so that contamination of the food is 


prevented.
•	 Routinely clean and sanitize coolers and insulated bags used to deliver foods.


Managing Food Pick-Up and Delivery



https://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/prevention.html

https://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/prevention.html






Skills Training Outline 


Deloitte University  Page 1 of 4 
 


 
Disinfecting Guest Room 


 
OBJECTIVE:   Guest rooms are cleaned and disinfected in accordance with CDC guidelines prior to 


each guest arrival. Industry leading cleaning and sanitizing protocols are used to 
clean guest rooms, with attention paid to high-touch items. Specific sanitation 
consideration will be paid to the following guest room areas: 
o Desks, nightstands, countertops, tables and chairs 
o Phones, tablets, alarm clocks, remotes, control panels 
o Thermostats 
o Cabinetry pulls and hardware  
o Doors, doorknobs, furniture, handles 
o Bathroom varieties and accessories 
o Bathroom fixtures and hardware; toilet seats, faucet, handles 
o Windows mirrors and frames 
o Lights, light switches, and all lighting controls 
o Closet, handlers and other amenities 


Luggage racks and flooring 
 


 
TRAINING MATERIALS & 
RESOURCES:   


Specific Materials and Resources are outlined in the detailed STO for 
each component of the Guestroom cleaning task in accordance with the 
CDC Guidelines. Entering a Guest Room STO, DND STO, Trash 
Disposal STO, Stripping a bed STO, Bathroom Cleaning STO, Making 
a Bed STO, Dusting STO, Vacuuming STO. 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


 
• Practice proper hygiene and wash hands regularly.  
• Implement contactless guest servicing of the room: should the guest 


be in the room, politely inform them that “we will return at a more 
convenient time.”  


• Allow check-out rooms to rest 48 hours prior to being assigned for 
service, occupancy permitting, by following the Delayed Cleaning 
Opera Procedure.  


 
 


   


1. Use appropriate Personal Protective Equipment Level 3, as directed 
by the CDC guidelines. 
 


   


2. To avoid cross contamination, all guest rooms will be treated with 
electrostatic sprayer technology or EPA registered disinfectant 
• Electrostatic spraying is a method of applying a disinfectant, with an 


electric charge, to fully cover a surface. 


   


Department: Housekeeping 
Position: Room Attendant 
Date Updated: May 2020 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
• Utilize approved cleaning products (see Ecolab products) and follow the 


below cleaning and disinfecting guidelines. 
• Disinfect surfaces with an EPA-registered disinfectant for use against 
COVID-19 – (see Ecolab products) or use a local equivalent.  
• If using non-Ecolab EPA products, ensure products are for use 


against emerging enveloped viral pathogens or rely on the list of 
disinfectants for use against comparable coronaviruses available 
locally.  


• Follow the manufacturer’s instructions for safe and effective use of all 
cleaning and disinfection products (e.g., dilution concentration, 
application method and contact time, required ventilation, and use of 
personal protective equipment).  


• Consult manufacturer recommendations on cleaning products 
appropriate for electronics.  


• Follow the instructions on the label to ensure safe and effective use 
of the product. Ensure proper wait time.  


• Clean surfaces and objects that are visibly soiled. If surfaces are dirty 
to sight or touch, clean using a detergent or soap and water prior to 
disinfection.  


 
 
3. Refer to Entering Guest Room STO and/or DND STO. 
 


   


4. Identify biohazards which may be present in the room or restroom 
area. 


 If any biohazards are identified, select the “Request Assistance” 
button on the iTouch. 


 House Attendant will follow BBP procedures to remove and 
dispose of the items.  
 


 


   


5. Waste and recycle containers are in place, empty and unlined. 
 Only Bathroom waste container should be lined. 
 Refer to Trash Disposal STO. 


 


   


6. Remove soiled terry linens and change bed linens (every third day 
of stay in occupied guestrooms) and place in the dirty linen bag 
attached to the housekeeper’s cart. Extra towels and sheets will be 
provided in sealed plastic protective bags to ensure cleanliness.  


 DO NOT place dirty linens in the guestroom hallway floors. 
o To follow CDC given guidelines. 


 


   


7. See Stripping Bed STO. 
• Do not shake soiled terry/linens to minimize the possibility of 


dispersing airborne contaminants. To strip beds, roll top sheets back 
to look for any guest items left behind, loosen sheets and remove 
with as little agitation as possible from room.  


 
 


   


8. See Bathroom Cleaning STOs (multiple) 
 When using the chemicals, ensure the use of personal protective 


equipment. 
o Never combine cleaning chemicals. 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
 
9. See Making Bed STO 
 


   


10. See Dusting STO 
 


   


11. See Vacuuming STO 
 


   


12. Cleaning and Disinfecting for Hotels after a confirmed positive case 
of COVID-19  


If a COVID-19 case is confirmed at your property, follow the instructions 
starting on page 5 of the COVID-19 Management Guide.  


 


   


13. Servicing and Cleaning for Self-Isolation Guests  
Follow instructions starting on page 30 of the COVID-19 Operations 
Preparedness Webinar. 


   


14. Any standard items missing from guest rooms will be reported to 
the Housekeeping Coordinator for replacement and inventory 
updates.  


 Communication with MOD to assess necessary charges.  


 


   


15. Report any broken or loose fixtures or any item needing repair in the 
guestroom to the Housekeeping Coordinator who will create a ticket 
in HotSOS. 


 


   


16. After completing the guest room, use the hand sanitizer on the 
Housekeeper’s cart to remove any contaminants that may still be on 
the hands. 


 


   


17. Continue on to the next assigned room. 
 


   
 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Disinfecting Guest Floor Surfaces 


 
OBJECTIVE:   All Guest Room corridors, elevator landings, vending areas, stair cases, doors and 


windows. Will be disinfected once every hour. As outlined by the CDC. 
 
TRAINING MATERIALS & 
RESOURCES:   


Cleaning cart, 35-gallon trash bags, 35-gallon recycling bags, 10-gallon 
trash can liners, Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant, Ecolab Peroxide Glass and Surface Cleaner, disposable 
cloths, microfiber duster, Windsor upright vacuum, vinyl gloves, other 
PPE as needed. 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Prepare your work area 
 Gather all necessary materials and equipment 
 Before each step of the cleaning process, put clean gloves 


on your hands 
 Practice social distancing by staying at least six feet from 


other people 
 


   


2. Clean all door knobs and handles 
 Every hour spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant directly onto surface of door knobs and handles, 
ensure all surfaces are saturated and let the chemical sit for 45 
seconds, before wiping dry with disposable cloth  


 Dispose of soiled cloth in the trash. 
 


   


3. Clean all elevators  
 Every hour spray Ecolab Peroxide Multi-Surface Cleaner 


Disinfectant directly onto surface of the elevator walls and 
buttons, ensure all surfaces are saturated and let the chemical sit 
for 45 seconds, before wiping dry with disposable cloth. 


 Dispose of soiled cloth in the trash. 
 


   


4. Clean all elevators landings, chairs and phones.  
 Using a disposable cloth and Ecolab Peroxide Multi-Surface 


Cleaner and Disinfectant, spray disposable cloth with Ecolab 
Peroxide Multi-Surface Cleaner and Disinfectant. 


 Spray Ecolab Peroxide Multi-Surface Cleaner Disinfectant directly 
onto surface of all tables, ensure all surfaces are saturated and 
let the chemical sit for 45 seconds, before wiping dry with 
disposable cloth  


 Spray Ecolab Peroxide Multi-Surface Cleaner Disinfectant directly 
onto surface of the arms of chairs ensure all surfaces are 
saturated and let the chemical sit for 45 seconds, before wiping 
dry with disposable cloth  


 Dispose of soiled cloth in the trash. 
 


   


Department: Housekeeping 
Position: House Attendant 
Date Updated: May, 2020 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
5. Clean all BOH and Employee facing areas 


• Every hour, spray Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant directly onto surface of door knobs and handles, 
ensure all surfaces are saturated and let the chemical sit for 45 
seconds, before wiping dry with disposable cloth 


• Ensure storage room knobs/handles, BOH elevator landings and 
buttons, Elevator cabs, Housekeeping closets, and linen chute 
rooms are disinfected. 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Guestroom Service Reschedule/Refusal 


 
OBJECTIVE:   To minimize personal contact, Housekeeping services will be provided upon request, 


every third day, or upon checkout; whichever comes first.  
To minimize contact with guests while cleaning hotel rooms, guest room attendants 
will offer to return at an alternate time for occupied rooms. 
 


 
TRAINING MATERIALS & 
RESOURCES:   


DND sign, Guestroom, Entering Guestroom STO, CDC Guidelines. 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Use appropriate Personal Protective Equipment Level 3, as 
directed by the CDC Guidelines. 


 


   


2. When approaching a Guestroom that has a DND on the door 
• DO NOT KNOCK on door. 


 


   


3. Note DND status on the iTouch. 
• Housekeeping leadership will communicate with MOD. 
• MOD will follow proper escalation to ensure guest wellbeing.  


 


   


4. Proceed to next assigned room to be cleaned. 
 


   


5. Check back every four hours to see if DND sign has been 
removed. 


• If the sign is still hanging, note DND status on the iTouch. 
• If the sign has been removed, follow the Entering 


Guestroom STO and continue cleaning. 


   


6. If the room is set for departure, and the DND sign is still hanging 
after 12pm, inform the floor supervisor for follow up. 


• Continue to next room until further notice. 
 


   


7. All assigned rooms should be cleaned and checked before 
leaving the floor. 


• Check if any DND signs are still posted on the rooms. 
• If the sign has been removed, follow the Entering 


Guestroom STO and continue cleaning. 
 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 


Department: Housekeeping 
Position: Room Attendant 
Date Updated: May 2020 
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Public Space Tote/ Equipment Disinfection 


 
OBJECTIVE: To ensure all totes/equipment shared and used in the public space 


areas are disinfected before and after every use 
 
TRAINING MATERIALS & 
RESOURCES:   


Ecolab Peroxide Multi-Surface Cleaner and Disinfectant; Clorox 
disinfectant wipes; plastic tote; dusters, housekeeping machines: floor 
scrubber, floor polisher, floor barnisher, Windsor/Karcher chariot 
vacuums, Windsor handheld vacuums, Windsor/Karcher chariot floor 
scrubber, Windsor Icapsol machine, steam cleaning machines; vinyl 
gloves; disposable cloths, trash bags 
 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Prepare your work area 
 Gather all necessary materials and equipment 
 Materials inside each tote are as follows, (1) bottle of Ecolab 


Multi-Surface Cleaner and Disinfectant, (1) bottle of Ecolab 
Peroxide Glass and Surface Cleaner, disposable cloths, vinyl 
gloves 


 Before each step of the cleaning process, put clean gloves 
on your hands 


 Practice social distancing by staying at least six feet from 
other people 
 


   


2. Disinfecting plastic tote 
 Using vinyl gloves, begin by removing all materials/tools from 


tote 
 Using Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant, spray the inside of tote, ensure chemical 
saturates all surfaces and allow for 45 seconds before wiping 
dry with a disposable cloth.  


 Dispose of soiled cloth in trash bag   
 Saturate the handles of all materials/tools with Ecolab 


Peroxide Multi-Surface Cleaner and Disinfectant and allow 
for 45 seconds before wiping dry with a disposable cloth.  


 Dispose of soiled cloth in trash bag.   
 


   


  


Department: Housekeeping 
Position: Public Space Attendant 
Date Updated: May 2020  
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3. Disinfecting of machines 
 Retrieve keys to appropriate machine (if applicable) and 


wipe keys off using Clorox disinfecting wipes 
 Turn on machine and maneuver to an area away from other 


objects 
 Using Clorox disinfecting wipes, begin wiping the machine 


from top to bottom, ensuring all high touch areas of the 
machine are being wiped (i.e. steering wheel, on/off switch, 
hand controls, battery plug in port, extension cord, water 
filling caps, discharge port of used water)     


 Once machine has been fully wiped down, dispose of soiled 
cloth in the trash bag 


 Return the machine and keys (if applicable) to the original 
location 


o Surface disinfected by Clorox wipes need to stay 
wet/air dry for 10 minutes to be disinfected.  


 


   


 


 
 


 
 
 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Delivering Items To Guestrooms 
 


OBJECTIVE:   Accurately deliver items to guest rooms with the ability to track via property software.  
 
TRAINING MATERIALS & 
RESOURCES:   


Property Software, iTouch or Device available, Face Mask, Hand 
gloves, Entering a Guest Room STO 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. When a guest request comes into PBX/ Front Desk, the request 
must be entered in the property software.  


 The guest will be informed of our delivery items protocol and 
let them know their items will be left hanging on their 
guestroom door.  


o If the item requires the guest to be in the room, we 
will communicate, “For your safety and ours, we are 
practicing social distancing. We will knock on your 
door, remain six feet apart and place your item 
(name designated area). 


   


2. Once the request has been entered and a ticket is generated, the 
House Attendant will utilize their device to complete the task.  


 Once the ticket has been submitted, it will alert all 
Housekeeping staff available to complete the delivery.  


 All Housekeeping employees must always use his/her own 
log in into the devices.  


 


   


3. Delivering the item(s): 
 When the house attendant is on the way to complete the 


task, they start the task in their device by selecting ‘Start’.  
 Retrive the requested items from the Housekeeping closet.  


o Ensure you are wearing a face mask and gloves. 
o Using the Ecolab Peroxide Multi Surface Cleaner and 


Disinfectant, sanitize the item by saturating it for 45 
seconds and wiping dry then place them into a zip 
log bag. 


o Place the items into a hand-held bag. 
o If you are delivering bed linens, towels and or pillows. 


You are to practice social distancing by remaining 6 
feet apart. 


 Follow the Entering a Guestroom STO. 
 Place the items in the following areas: 


o Amenities – will be in a zip log bag, inside a hanging 
bag. They will be place on the guest room door 
handle.  


o Bed linens, Terry, and larger items (fridge, 
steamer, etc) – Practicing social distancing 


   


Department: Housekeeping 
Position: 
Date Updated: 


House Attendant 
May, 2020 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
remaining 6 feet apart. Enter the room and place 
items on designated area.  


  
 Once the item has been delivered, the House Attendant will 


follow the steps below to complete the task on the property 
software.  


 
 


 
4. If a Do Not Disturb sign (DND) is on the guestroom door, the 


House Attendant will stop the HotSOS ticket and return the 
items to the Housekeeping closet, they will notify a PBX Agent 
or Front Desk Agent to send an email to the guest and  


 Type “DND” into the notes of the property software. 
 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Laundry Cart Disinfection 


 
OBJECTIVE:   To ensure that all Laundry Carts are properly disinfected and sanitized every 60 


minutes during the hours of operation of the specific area based on activity. 
 
TRAINING MATERIALS & 
RESOURCES:   


Disposable Cloth, Disposable Gloves, Ecolab Peroxide Multi-Surface 
Cleaner and Disinfectant, Disinfecting Wipes 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Attendant will put on clean gloves before performing a visual 
inspection to ensure laundry cart is emptied of all trash, soiled 
linen and terry. 


• Attendant will ensure to have all material needed to perform 
the task. 


• Attendant will be sure to practice social distancing of at least 
six feet from other associates. 


 


   


2. Attendant will spray (do not wipe) all surfaces of cart until fully 
saturated. Allow the Ecolab Peroxide Multi-Surface Cleaner and 
disinfectant to remain on the surface for 45 seconds.  


• If utilizing electrostatic sprayer, allow disinfectant to remain 
untouched for at least 3 minutes  


   


3. With a clean disposable cloth, wipe down all surfaces of the cart.  
• Attendant will dispose of all possible hazardous material in 


proper receptacle. 
 


 


   


4. Attendant will remove dirty gloves and return cart to staging 
area. 


 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Attendant Print Name  Attendant Signature   Date 


Department: Laundry 
Position: Laundry Attendant 
Date Updated: May 2020 
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Laundry Equipment Disinfection 


 
OBJECTIVE:   To ensure that all Laundry Equipment is properly disinfected and sanitized every 60 


minutes during the hours of operation of the specific area based on activity. 
 
TRAINING MATERIALS & 
RESOURCES:   


Disposable Cloth, Disposable Gloves, Ecolab Peroxide Multi-Surface 
Cleaner and Disinfectant, Disinfecting Wipes, lock out / tag out 
procedures.  


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Attendant will ensure equipment is powered off before sanitation. 
• Attendant will follow local lock out tag out procedures when 


necessary.  
 


   


2. Attendant will put on clean gloves before performing a visual 
inspection to ensure laundry equipment is emptied of all soiled 
linen, terry, and uniforms. 


• Attendant will ensure they have all material needed to 
perform the task. 


• Attendant will be sure to practice social distancing of at least 
six feet from other associates 


   


• Attendant will use Ecolab Peroxide Multi-Surface Cleaner 
and Disinfectant to wipe all surfaces of equipment. 
These surfaces include, but are not limited to: 


• Buttons 
• Knobs 
• Switches 
• Displays 
• Handles 
• Vertical and Horizontal surfaces 
• Note - Ecolab Peroxide Multi-Surface Cleaner has a 45 


second kill time if applied directly to the surface and a 10-
minute kill time if applied to a rag.   


   


3. Attendant will dispose of all possible hazardous material in proper 
receptacle. 


 


   


4. Attendant will remove dirty gloves and return power to the unit. 
• Attendant will test the unit to ensure proper operation 


 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Attendant Print Name  Attendant Signature   Date 


Department: Laundry 
Position: Laundry Attendant 
Date Updated: May 2020 
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Employee Hygiene and Distancing 


 
OBJECTIVE:   To prevent and slow the spread of COVID-19 amongst employees and guests.  
 
TRAINING MATERIALS & 
RESOURCES:  


CDC Interim Guidance for Business and Employers to Plan and 
Respond to Coronavirus Disease 2019 (COVID-19); CDC Interim 
Recommendations for U.S. Community Facilities with 
Suspected/Confirmed Coronavirus Disease 2019 (COVID-19); CDC 
Interim Guidance for U.S. Institutions of Higher Education; American 
Hotel & Lodging Association Safe Stay Guidelines 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Employee Hygiene 
 CDC and local government Guidelines shall govern the duty 


of all hotel employees to engage in frequent hand washing 
and use of hand sanitizer.  


o Washing hands with soap and water for 20 seconds 
is the preferable method.  


o In situations where soap and water are not available, 
alcohol-based sanitizer (no less than 60% alcohol 
content) is recommended.  


o If not wearing protective gloves, all employees shall 
follow CDC guidance regarding handwashing for at 
least 20 seconds, or use of alcohol-based sanitizer 
when a sink is not available, after any of the following 
activities: 


• Using the restroom 
• Sneezing 
• Touching the face  
• Cleaning  
• Smoking  
• Eating  
• Drinking 
• Accepting items from a guest (ID, cash, 


credit card, key card, etc.) 
• Taking a break 
• Before a shift 
• As needed throughout the shift 


 CDC guidelines recommend social distancing amongst staff 
of 6 feet  


o Start and end time of shift will be staggered within 
departments to allow for appropriate social distancing 
for pre-shifts and timekeeping.  


 Employees will utilize CDC recommended PPE during their 
shifts  


o Employees will follow CDC guidance for hand 
washing/sanitizing prior to putting on recommended 


   


  
Department:  
Position:  
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
PPE and after the removal of PPE.  


 Employee will be responsible for disinfecting and sanitizing 
all shared equipment at the end of their shift  


o Employee will follow (insert pertinent STO) for 
disinfecting office space, cart, and other shared 
equipment.  


2. Employee Distancing  
 CDC guidelines recommend social distancing amongst staff 


of 6 feet  
o Start and end time of shift will be staggered within 


departments to allow for appropriate social distancing 
for pre-shifts and timekeeping.  
 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 







Skills Training Outline 


Deloitte University  Page 1 of 3 
 


 
Using PPE 


 
OBJECTIVE:   To ensure all positions are designated the appropriate level of PPE and Employees 


are trained on how and when to use equipment 
 
TRAINING MATERIALS & 
RESOURCES:   


Mask, Disposable Gloves, Face shield, Apron, booties 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. PPE levels are defined as follows: 
• PPE Level 1: Mask 
• PPE Level 2: Mask, gloves 
• PPE Level 3: Mask, gloves, apron, booties 


 


   


2. Mask  


• Retrieve mask as assigned at start of shift 
• Inspect mask for holes or tears 
• Hook bands behind ears, ensuring there is a tight seal on the 


bridge of the nose 


   


3. Gloves 
• Retrieve gloves as assigned at start of shift 
• Inspect gloves for holes or tears 
• Always wash your hands before and after wearing gloves. 
• Clean any surface you might have touched with your gloves 


on, such as your phone, keys, wallet, eyewear or door handles.  
• Throw away used disposable gloves (no longer than 1 hour of 


use before replacement), and wash fabric gloves with soap and 
water before using them again. 


• Be careful to avoid contamination when taking gloves off. 
• Again, even with gloves on, don’t touch your face, especially your 


nose or mouth. 


NOTE: 
• While gloves provide a protective barrier, the most common way 


to catch virus is through coughing or sneezing 
• Do not touch your face, eyes or nose, as these are susceptible 


contamination points 
• Follow these steps for glove removal: 


 


   


Department: All Departments 
Position: All Poitions 
Date Updated: May 2020 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 


 
 


 
 


4. Booties 
• Virus can also live on your shoes for a maximum of five days. 


Since most shoes are made of leather, rubber and plastic, they 
can become another carrier of the virus. 


• Retrieve booties as assigned at start of shift 
• Inspect for holes or tears 
• Place over your shoes, ensuring elastic band is tightly in place at 


your ankle 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
5. Apron/gown 


• Protective clothing serves to reduce spread of droplets or other 
body fluids to the employee’s skin and clothing and hence reduce 
the risk of secondary spread to hands and then to mucous 
membranes. 


• Retrieve apron/gown at start of shift as assigned 
• Inspect for holes or tears 
• Place gown over existing uniform and keep in place while 


conducting relevant work. 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Attendant Print Name  Attendant Signature   Date 
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Shift End Service Validation 


 
OBJECTIVE:   To provide a daily checklist of all Public Space areas cleaned, sanitized and 


disinfected to the direct leader at the end of every shift.   
 
TRAINING MATERIALS & 
RESOURCES:   


Property Management System, Daily Assignment Sheet, Outlook, 
Word, Excel , Hotsos 
 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. At the end of every shift the departing Supervisor should gather 
the below information. 


 Daily Assignment Information in Hotsos 
 Notes related to groups and special events on property. 


during the shift. 
 Project Information. 
 Work order / tickets pending completion.  
 Hotel Occupancy 


 


   


2. The Public Space Supervisor will take the above-mentioned 
information and input it into preestablished word or excel 
document, attaching the Shift Hotsos report of high touch area 
assignments and service confirmation, and inspection scoring 
as necessary. The following information should be included on 
the report.  


 Date. 
 Shift (AM, PM, OVN). 
 Supervisor on the shift. 
 Noting who worked in what area and if they were paired with 


anyone. 
 What tasks were completed in the areas. 
 Any additional or special projects for the day and in what 


areas they were completed in. 
 What work (hotsos) tickets were placed and if incomplete the 


ticket location, number and issue should be listed.  
 Hotel Occupancy should be noted. 


 
 


   


3. Once all information is added the report, it should be sent to a 
preestablished distribution list via email. 


 Example Distribution list – Director of Division, Assistant 
Director of Division, Department Head and fellow 
Supervisors.  
 


   


Department: Housekeeping 
Position: Housekeeping Public Space Supervisors 
Date Updated: May 2020 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
4. The oncoming shift Supervisor should open this Pass On Report 


within the first 30 minutes of their shift to identify and projects 
that need to be completed or work (hotsos) tickets what need to 
be followed up on. 


 Projects and work tickets should be carried over to the next 
Pass On Report and noted as “completed” if applicable.  


 


   


    
 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Suspected/Confirmed COVID-19 Steps and Escalation 


 
OBJECTIVE:   To prevent and slow the spread of COVID-19 and drive the process for 


employee/guest care, treatment of facility and stakeholder communications.  
 
TRAINING MATERIALS & 
RESOURCES:  


CDC Interim Guidance for Business and Employers to Plan and 
Respond to Coronavirus Disease 2019 (COVID-19); CDC Interim 
Recommendations for U.S. Community Facilities with 
Suspected/Confirmed Coronavirus Disease 2019 (COVID-19); CDC 
Interim Guidance for U.S. Institutions of Higher Education; American 
Hotel & Lodging Association Safe Stay Guidelines 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. If an employee or guest are exhibiting any of the symptoms of 
COVID-19 while on property (Name of Property) we will require 
to immediately notify their manager (employee) or hotel 
management (guests).  
 


   


2. For an employee who is exhibiting any of the symptoms of 
COVID-19 while at the hotel, the following steps for the 
employee need to be taken:  
 The employee should immediately be separated from other 


employees, customers, and visitors and sent home. 
 Sick employees should follow CDC-recommended steps.  
 Employees should not return to work until they have met the 


criteria to discontinue home isolation as outline by the CDC and 
have consulted with a healthcare provider and state or local 
health departments. 


 Human Resources/Department Head should be immediately 
notified.  
o  Human Resources will follow CDC, OSHA and local public 


health official recommendations for reporting confirmed 
COVID-19 cases and following up pertinent investigations 
and potential further exposure.  


 


   


3. For an employee who is exhibiting any of the symptoms of 
COVID-19 while at the hotel; the following steps for the facility 
need to be taken:  
 Close off areas visited by ill employee. Open outside doors and 


windows and use ventilating fans to increase air circulation in the 
area. Wait 24 hours or as long as practical before beginning 
cleaning and disinfection.  


 Housekeeping staff should clean and disinfect all areas such as 
offices, bathrooms, common areas, shared electronic equipment 
(like tablets, touch screens, keyboards, radios, telephones, etc.) 
used by ill employee focusing especially on frequently touched 
surfaces 8 feet and below.  


o See pertinent STOs regarding cleaning and disinfecting 


   


  
Department:  
Position:  
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
efforts   


 
 


4. For a guest who is exhibiting any of the symptoms of COVID-19 
while at the hotel as witnessed and/or reported by an employee 
or guest, the following steps for the guest need to be taken:  
 Maintain a calm and confident tone.  
 Thank the employee/guest for bringing their observation of 


COVID-19 symptoms to our attention.  
 Refrain from using verbiage that could be unnerving to the 


reporting party.  
 Inform the reporting party that we take an “overabundance of 


caution” and advise that we will investigate immediately and 
follow recommendations from CDC and local authority guidelines. 


 Manager on Duty to be immediately notified  
o Manager on Duty to locate and engage guest exhibiting 


COVID-19 symptoms while maintaining social distancing 
recommendations.  


o Manager on Duty to ask guest to take current temperature 
and review symptoms of COVID-19 with guest to determine if 
guest is a threat to the safety and wellness of other guests 
and employees of the hotel. 


o Symptoms of COVID-19 to review: 
• Fever 
• Cough 
• Shortness of breath or difficulty breathing  
• Chills 
• Muscle pain 
• Sore throat 
• New loss of taste of smell  


o If symptoms are verified by Manager on Duty, guest should 
be quarantined to their guestroom and state or local health 
department is contacted for further guidance.  


o If guest refuses to comply with request to review body 
temperature and symptoms of COVID-19, service should be 
refused, and guest should be removed from property.  


   


5. For a guest who is exhibiting any of the symptoms of COVID-19 
while at the hotel as witnessed and/or reported by an employee 
or guest, the following steps for the facility need to be taken:  


 Once the manager on duty makes contact with the guest 
exhibiting symptoms of COVID-19 and confirms such 
symptoms exist, an investigation of guest whereabouts 
across the hotel takes place to ensure proper sanitation and 
disinfection efforts occur by dedicated housekeeping staff.  
Guestroom cleaning should be suspended for suspected 
COVID-19 guestroom until guest has been seen by a medical 
professional.  


o In the event the guest does not comply with requests 
of further investigating COVID-19 symptoms, once 
guest departs from property, the guestroom needs to 
be taken out of service for 24 hours or as long as 
practical before thorough cleaning, sanitation and 
disinfecting efforts are taken. If possible, open 
outside doors and windows and use ventilating fans 
to increase air circulation. 


• See pertinent STOs regarding cleaning and 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
disinfecting efforts  


  Should guest be confirmed to have COVID-19, hotel 
management is to adhere to recommendations of the CDC 
and local public health officials for managing guest on site 
and sanitation/disinfection efforts after guest departs.  


 
    
    


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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SECTION 1: 
 


HACCP Based Standard Operating Procedures 
The following Standard Operating Procedures have been adapted from the National Food Service Management 
Institute (NFSMI) 
         
Subject                                                                                Page # 
            
   1 – Hand-Washing Instructions ........................................................................................................ Page 4 
   
   2 - Using Suitable Utensils When Handling Ready-to-Eat Foods .................................................... Page 6 
 
    3 - Personal Hygiene ....................................................................................................................... Page 8 
 
   4 – Reporting Food Allergy - Food-borne Illness Claims or Concerns ........................................... Page 10 
 
   5 - Storing and Using Poisonous or Toxic Chemicals ..................................................................... Page 12 
 
   6 - Using and Calibrating Food Thermometers ............................................................................... Page 14 
 
   7 - Preventing Cross-Contamination During Storage and Preparation ........................................... Page 17 
 
   8 - Cleaning and Sanitizing Food Contact Surfaces & Equipment ................................................. Page 19 
 
   9 - Pest Control ................................................................................................................................ Page 23 
 
  10 - Receiving Deliveries ................................................................................................................. Page 25 
 
  11 – Preparing Washing Fruits, Vegetables  ..................................................................................... Page 27 
 
  12 - Controlling Time and Temperature During Preparation ........................................................... Page 29 
 
  13 - Cooking Potentially Hazardous Food (PHF / TCS)  ................................................................. Page 31 
 
  14 - Holding Hot and Cold Potentially Hazardous Foods ................................................................ Page 33 
  
  15 - Using Time Alone As a Public Health Control to Limit Bacteria Growth in PHF 
          Potentially Hazardous Foods .................................................................................................... Page 35 
 
   16 – ROP / Sous Vide Requirements & Procedures  ....................................................................... Page 37 
 
  17 - Date Marking Ready-to-Eat, Potentially Hazardous Foods ...................................................... Page 40 
 
  18 - Serving Food ............................................................................................................................. Page 42 
 
  19 - Cooling Potentially Hazardous Foods ....................................................................................... Page 44 
   
  20 - Reheating Potentially Hazardous Food ..................................................................................... Page 46 
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SECTION 2: 
 


APPENDIX A: 
HACCP Safe Cooking Temperature Chart, Record Keeping Procedures .........................................  Page 48 
 
APPENDIX B: 
HACCP Employee Health Policy Agreement .................................................................................... Page 50 
 
APPENDIX C: 
HACCP Food Safety Check List ................................................................................................... Page 52-55 
 
APPENDIX D: 
HACCP Logs 
Thermometer Calibration Log ............................................................................................................ Page 56 
 
Cooking - Reheating Temperature Log  ............................................................................................. Page 57  
 
Damage or Discard Log ...................................................................................................................... Page 58 
 
Cooling Temperature Log ................................................................................................................... Page 59 
 
Receiving Log .................................................................................................................................... Page 60 
 
Hot & Cold Holding Temperature Log ............................................................................................... Page 61 
 
APPENDIX E: 
Allergy Report 
HACCP Food Allergy or Food borne Illness Incident Report ............................................................ Page 62 
 


 
 
 
 







 


                                          
4 


 


1 - Hand-washing Instructions 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness caused by contaminated hands. 
 
Scope:  This procedure applies to food service employees who handle, receive, prepare, cook, 
chill, reheat and serve food. 
 
Keywords:  Handwashing, Cross-Contamination 
 
Instructions: 


1. Train food service employees that handle, receive, prepare, cook, chill, reheat and serve 
food on proper handwashing.  Training may include viewing a handwashing video, a 
demonstration of proper handwashing procedures, poster, or other effective training tools. 


2. Post handwashing signs or posters in a language understood by all food service staff near 
all handwashing sinks, in food preparation and dishwashing areas, and in restrooms. 
3. Use designated handwashing sinks for handwashing only.  Do not use food preparation, 
utility, and dishwashing sinks for handwashing. 
4. Provide warm running water (min 100ºF), liquid soap, and single-use paper towels or 
warm air hand dryer.  If paper towels are used, provide a waste container at each 
handwashing sink or near the door in restroom. 
5. Keep handwashing sinks accessible anytime employees are present, do not block. 
6. Wash hands: 


  -  Before starting work 
-  During food preparation and assembly 
-  When moving from one food preparation area to another 
-  Before and after touching raw food products 
-  Before putting on or changing gloves 
-  After using the toilet 
-  After sneezing, coughing, or using a handkerchief or tissue 
-  After touching hair, face, or body 
-  After smoking, eating, drinking, or chewing gum or tobacco 
-  After any clean up activity such as sweeping, mopping, or wiping counters 
-  After touching dirty dishes, equipment, or utensils 
-  After handling trash 
-  After handling money 
-  After handling cell phone 
-  After anytime the hands may become contaminated 


 
   7.  Follow proper handwashing procedures as indicated below: 


-  Wet hands & forearms with warm water (at least 100 ºF) apply  liquid soap. 
-  scrub lathered hands & forearms, under fingernails, and between fingers for at    
   least 20 seconds.  Rinse thoroughly under warm running water for 5-10 sec. 


 -  Dry hands and forearms thoroughly with single-use paper towels. 
 -  Dry hands for at least 30 seconds if using a warm air hand dryer. 
 8.  Follow FDA recommendations when using hand sanitizers.   
      These recommendations are as follows: 
      - Use hand sanitizers only after hands have been properly washed and dried. 
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1 – HACCP Based Handwashing, cont. (SSOP)   
  
 - Use hand sanitizers in the manner specified by the manufacturer. 
 - Use only FDA approved brands. 


 
Monitoring: 
A designated employee will visually observe the handwashing practices of the food service staff 
during all hours of operation.  In addition, the designated employee will visually observe that 
handwashing sinks are properly supplied during all hours of operation and not obstructed. 
 
Corrective Action: 


1. Employees that are observed not washing their hands at the appropriate times or using the 
proper procedure will be asked to wash their hands immediately. 


2. Employee will be re-trained to ensure proper handwashing procedure. 
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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2 - Using Suitable Utensils When Handling Read-to-Eat Foods 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness caused by hand-to-food cross-contamination.    
 
Scope:  This procedure applies to food service employees who handle, receive, prepare, cook, chill, 
reheat and serve food. 
 
Key Words:  Ready-to-Eat Food, Cross-Contamination 
 
Instructions: 


1. Use proper handwashing procedures to wash hands and exposed arms prior to preparing, 
packaging or handling food or at any time when the hands may have become contaminated. 
2. Do not use bare hands to handle ready-to-eat foods at any time. 
3. Use suitable utensils when working with ready-to-eat food.  Suitable utensils may include: 


  -  Single-use gloves 
   -  Deli tissue 
   -  Foil wrap 
   -  Tongs, spoons, and spatulas 


4. Hands should be washed, and gloves changed: 
-  Before beginning food preparation 
-  Before packaging food 
-  Before beginning a food handling task 
-  After touching equipment (ie: refrigerator doors) or utensils that have not been    
cleaned &  sanitized 
-  After contacting chemicals 
-  After interruptions in food preparation occur, such as when answering the telephone  
or checking in a delivery 
-  After handling money 
-  When a glove is torn, damaged, or soiled 
-  Anytime contamination of a glove might have occurred 


 
Monitoring: 
A supervisory or other designated employee will visually observe food service employees during all 
hours of operation to ensure gloves or suitable utensils are used & changed at appropriate times. 
 
Corrective Action: 
Employees observed touching ready-to-eat food with bare hands will be retrained at the time of the 
incident.  Ready-to-eat food touched with bare hands will be discarded. 
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate that 
monitoring is being conducted as specified.  The executive chef, general manager or PIC will verify 
that food service employees are following this policy by visually observing the employees during 
all hours of operation, review Food Safety Check List and initial record keeping log.  The Food 
Safety Checklists and Logs will be maintained with other records for a minimum of 1 year. 
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2 – HACCP Based Using Suitable Utensils When Handling Read-to-Eat Foods, 
cont. (SSOP) 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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3 - Personal Hygiene 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent contamination of food caused by food service employees. 
 
Scope:  This procedure applies to food service employees who handle, receive, prepare, cook, 
chill, reheat and serve food. 
 
Key Words:  Personal Hygiene, Cross-Contamination, Contamination 
 
Instructions: 


1. Train food service employees on employee health policy & on practicing good personal 
hygiene. 
2. Follow the Employee Health Policy. (See Appendix B) 
3. Report to work in good health, clean, and dressed in clean attire. 
4. Change apron when it becomes soiled.   
5. Wash hands properly, frequently, and at the appropriate times. 
6. Keep fingernails trimmed, filed, &maintained so that edges are cleanable & not rough. 
7. Do not wear artificial fingernails and fingernail polish. 
8. Do not wear any jewelry on arms or hands ONLY a plain ring such as a wedding band.   
9. Treat &  bandage wounds and sores immediately.  When hands are bandaged, single-use 
gloves must be worn.   
10. Cover a lesion containing pus with a bandage.  If the lesion is on a hand or wrist, cover 
with an impermeable cover such as a finger cot or stall and a single-use glove. 
11. Eat, drink, or chew gum only in designated areas where food or food contact surfaces 
may not become contaminated. 
12. Cell phone use in only designated areas; not to be recharged in food production areas. 
13. Use tobacco products outside of facility as determined by company policies.   
14. Taste food(s) using the following procedures: 
-    Place a small amount of food into a separate container. 
-    Step away from exposed food and food contact surfaces. 
-    Use a teaspoon to taste the food. Remove the used teaspoon & container to  dish   
washing area.  The soiled teaspoon shall not be reused for tasting before washing and 
sanitizing.  Wash hands immediately. 
15. Wear hairnets or clean caps designed to effectively restrain all hair while in the kitchen. 
16. Follow local public health requirements for personal hygiene. 
17. Employees are not permitted to work if infected with E Coli 0157:H7, Salmonella, 
Shigella, Hepatitis A, Norovirus, or any other food borne illness or infectious diseases. 
18. Employees are not permitted to work and must be immediately excused from work if they 
show any of the follow symptoms: Diarrhea, Vomiting, Fever/Sore throat, Jaundice, and/or 
open/infected wounds. 
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3 – HACCP Based Personal Hygiene, cont. (SSOP)      
 
Monitoring: 
A designated food service employee will inspect employees when they report to work to be sure 
that each employee is following this SOP.  The designated food service employee will monitor 
that all food service employees are adhering to the personal hygiene policy during all hours of 
operation. 
 
Corrective Action: 
Any food service employee found not following this procedure will be retrained at the time of 
the incident.  Affected food will be discarded. 
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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4 - Reporting Food Allergy or Food-borne Illness Claims/ Concerns 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To promptly address any foodborne illness related complaints. 
 
Scope:  This procedure applies to Owner, Manager or PIC. 
 
Key Words:  Allergy, Food-borne Illness, Outbreak, Recall, Health Department 
 
Instructions: 
When a food allergy or foodborne illness claim is received: 


1. Indicate concern for the individual and let the guest or employee know that the complaint 
will be referred to the owner, manager or PIC immediately. 


2. Contact the owner, manager or PIC immediately. 
3. The owner, manager or PIC will write down the guest or employee’s information about 


the incident using the Food Allergy and Food-borne Illness Incident Report (FBI/FA 
Incident Report). (See Appendix E for form) 


4. If the report is from an employee, the corrective action will be taken, depending on their 
symptoms. Refer to Employee Health Policy (see Appendix B). 


5. If a foodborne illness outbreak is suspected the owner, manager or PIC will call the local 
Health Department to report the possibility of an outbreak and obtain assistance with an 
investigation. 


6. General manager or PIC will follow up with guest or employee for any necessary follow 
up or next steps. 


 
Monitoring: 
The owner, manager or PIC will interact with guest or employee in a manner that shows concern 
without assuming culpability. The claim will be documented by the owner, manager or PIC who 
will interview the guest or employee and collect all of the data to complete the Food Allergy and 
Food-borne Illness Incident Report. (See Appendix E) 
 
Corrective Action: 
1. Retrain any employees found not following the procedures in this SOP. 
2. Any manager or employees who fail to comply with the company Health Policy may be 
subject to disciplinary action or termination. 
3. If a formal investigation is needed, manager or PIC will notify the owner. 
4. Determine if the product needs to be recalled or sent to a laboratory for examination. 
 
Verification and Record Keeping: 
The general manager or PIC will interview the guest or employee and collect data to complete 
the Food Allergy and Food-borne Illness Incident Report. (See Appendix E) 
 
The company will maintain the Food Allergy and Food-borne Illness Incident Report records for 
a minimum of  1 year. 
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4 – HACCP Based Reporting Food Allergy or Food-borne Illness Claims/ 
Concerns, cont. (SSOP) 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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5 - Storing & Using Poisonous or Toxic Chemicals 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness caused by chemical contamination. 
 
Scope:  This procedure applies to all food service staff who use chemicals in the kitchen. 
 
Keywords:  Chemicals, Cross-Contamination, Contamination, Material Safety Data Sheet 
 
Instructions: 
1. Train food service employees on the proper use and storage of chemicals and on the proper 


use of chemical test kits and first aid as specified in this procedure. 
2. Designate a location for storing the Material Safety Data Sheets (MSDS). 
3. Label and date all poisonous or toxic chemicals with the common name of the substance. 
4. Store all chemicals in a designated secured area away from and below food and food contact 


surfaces using spacing or partitioning. 
5. Store only chemicals that are necessary to the operation and maintenance of the kitchen. 
6. Mix, test, and use sanitizing solutions as recommended by the manufacturer, State, or local 


health department. 
7. Use the appropriate chemical test kit to measure the concentration of sanitizer to ensure 


sanitizer is mixed correctly. 
8. Follow manufacturer’s directions for specific mixing, storing, and first aid instructions on 


chemicals. 
9. Do not use chemical containers for storing food or water. 
10. Label and store first aid supplies in a container that is located away from food or food contact 


surfaces. 
11. Label and store medicines for employee use in a designated area and away from food contact 


surfaces.  Do not store medicines in food storage areas. 
12. Store refrigerated medicines in a covered, leak proof container where they are not accessible 


to children and cannot contaminate food. 
 


Monitoring: 
Food service employees and supervisory employees will visually observe that chemicals are 
being stored, labeled, and used properly during all hours of operation. 
 
Corrective Action: 
Discard any food contaminated by chemicals.  Label and/or properly store any unlabeled or 
misplaced chemicals – away from food and food storage. 
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.  The Food Safety Checklists and Logs will be maintained with other records for a 
minimum of 1 year. 
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             5 – HACCP Based Storing & Using Poisonous or Toxic Chemicals, cont. 
(SSOP) 
 
 
 
Date Implemented: 


  
By: 


 


 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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6 - Using and Calibrating Food Thermometers 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that the appropriate type of thermometer is 
used to measure internal product temperatures and that thermometers used are correctly 
calibrated for accuracy. 
 
Scope:  This procedure applies to food service employees who handle, receive, prepare, cook, 
chill, reheat and serve food. 
 
Key Words:  Thermometers, Calibration Log 
 
Instructions: 


1. Train food service employees on the proper procedures in using and calibrating food 
thermometers. 
2. Follow the food thermometer manufacturer’s instructions for use.  Use a food 
thermometer that measures temperatures from 0 ºF (-18 ºC) to 220 ºF (104 ºC) and is 
appropriate for the temperature being taken. 
3. For example: 
         Temperatures of individual thin products, such as hamburgers, chicken breasts, filets, 
and sausage patties, must be taken using a thermistor or thermocouple with a thin probe.  If a 
bimetallic, dial-faced stem thermometer or digital stem thermometer is used, patties should 
be stacked, and the stem should be inserted through the center of several portions. 
         Bimetallic, dial-faced stem thermometers are most appropriate for measuring 
temperatures of thick foods.  A dimple mark located on the stem of the thermometer indicates 
the maximum food thickness that can be accurately measured.  In the absence of a dimple 
mark, assure the thermometer is inserted in food at least 1 ½ inches above the tip. 
         Use only oven-safe, bimetallic thermometers when measuring temperatures of food 
while cooking in an oven. 
4. Have food thermometers easily accessible to food service employees during all hours of 
operation. 
5. Clean and sanitize food thermometers before each use.   
6. Wash probe of thermometer by hand with warm, soapy water.   
7. Do NOT immerse dial in water. 
8. Rinse probe with clean, warm water. 
9. Sanitize probe with sanitizing solution approved for food contact surfaces or with alcohol 
swab. 
10. Air dry to minimize the risk of re-contamination. 
11. Store in clean case or sleeve. 
12. Store food thermometers in an area that is clean and where they are not subject to 
contamination or frequent jostling. 
13. Food service employees will use either the ice-point method or boiling-point method to 
verify the accuracy of food thermometers.  This is known as calibrating the thermometer. 
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6 – HACCP Based Using and Calibrating Food Thermometers, cont. (SSOP) 
 
To calibrate using ice-point method: 
Insert the thermometer probe into a cup of crushed ice that consists of 70% ice and 30% water, 
mixed. 
Add enough cold water to remove any air pockets that might remain. 
Allow the temperature reading to stabilize before reading temperature. Temperature 
measurement should be 32 ºF (+ 2 ºF) [or 0 ºC (+ 1 ºC)].  If not, calibrate to this temperature as 
directed below. 
 
To calibrate thermometers to the correct temperatures using a: 
Bimetallic, stemmed, dial-faced thermometer, adjust the temperature by turning the dial while 
securing the calibration nut (located just under or below the dial) with pliers or a wrench. 
Digital thermometer with a reset button, adjust the thermometer according to manufacturer’s 
instructions. 
   
If an inaccurate thermometer cannot be adjusted on-site, discontinue using it and follow the 
manufacturer’s instructions for having the thermometer calibrated. 
 
Monitoring: 
Food service employees will check the accuracy of the food thermometers: 
 At regular intervals (at least once daily) 
  When it is dropped 
  If used to measure extreme temperatures, such as in an oven 
 Whenever accuracy is in question 
 Supervisory employees and food service employees will visually observe that 
 thermometers are being used and calibrated correctly during all hours of operation. 
 
Corrective Action: 
1.Retrain any food service employee found not following the procedures in SOP. 
2.Retrain employees who are using or calibrating food thermometers improperly. 
 
Verification and Record Keeping: 
A responsible trained food service employees(sous chef, etc.) will record the calibration 
temperature and any corrective action taken, if applicable, on the Thermometer Calibration Log 
(see Appendix D) each time a thermometer is calibrated.   
 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log. Calibration Logs will be reviewed by a supervisory employee and will be 
maintained with other records for a minimum of 1 year. 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
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6 – HACCP Based Using and Calibrating Food Thermometers, cont. (SSOP) 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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7 - Preventing Cross-Contamination During Storage and Preparation   
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To reduce foodborne illness by preventing unintentional contamination of food. 
 
Scope:  This procedure applies to food service or other employees who are responsible for 
receiving, storing, preparing, and serving food. 
 
Key Words:  Cross-Contamination, Preparation, Contamination, Storage, Receiving 
 
Instructions: 


1.  Train food service employees on the proper procedures to prevent cross-contamination 
during storage and preparation. 
2.  Wash hands properly using instructions in the Hand-washing SOP. 
3.  Avoid touching ready-to-eat food with bare hands.  Follow instructions in the Using 
Suitable Utensils When Handling Ready-To-Eat Foods SOP. 
4.  Separate raw animal foods from ready-to-eat foods during receiving, storage, and 
preparation.  For example, eggs, fish, meat, and poultry should be separated from fruits, 
vegetables, dry ingredients. 
5.  Separate different types of raw animal foods, such as eggs, fish, meat, and poultry, from 
each other, except when combined in recipes. 
6.  Store raw animal foods in refrigerators or walk-in coolers by placing the raw animal foods 
on shelves in order of cooking temperatures with the raw animal food requiring the highest 
cooking temperature on the lowest shelf.  For example, raw chicken should be stored below 
ground beef. 
7.  Separate unwashed fruits and vegetables from washed fruits and vegetables and other 
ready-to-eat foods. 
8.  Use only dry, cleaned, and sanitized equipment and utensils.  Follow instructions in the 
“Cleaning and Sanitizing Food Contact Surfaces” SOP. 
9.  Clean and sanitize utensils, knives, pans, cutting boards and other food contact surfaces 
between handling of raw and cooked products. 
10. Touch only those surfaces of equipment and utensils that will not come in direct contact 
with food. 
11. Place food in covered containers or packages, except during cooling, and store in the 
refrigerator or cooler. 
12. Designate an upper shelf of a refrigerator or walk-in cooler as the “cooling” shelf.  
Uncover containers of food during the initial quick cool-down phase to facilitate cooling. 
13. Clean the exterior surfaces of food containers, such as cans and jars, of visible soil before 
opening. 
 


Monitoring: 
A designated food service employee will continually monitor food storage and preparation areas 
to ensure that food is not cross-contaminated. 
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7 – HACCP Based Prevent Cross-Contamination During Storage & 
Preparation, cont. (SSOP) 
 
Corrective Action: 
1. Retrain any food service employee found not following the procedures in this SOP. 
2. Separate foods found improperly stored. 
3. Discard ready-to-eat foods that are contaminated by raw eggs, raw fish, raw meat, or raw 


poultry. 
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 
Date Implemented: 


  
By: 


 


 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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8 - Cleaning and Sanitizing Food Contact Surfaces 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that all food contact surfaces are properly 
cleaned and sanitized. 
 
Scope:  This procedure applies to all food service employees involved in cleaning and sanitizing 
food contact surfaces.   
 
Key Words:  Food Contact Surface, Cleaning, Sanitizing 
 
Instructions: 
1. Train food service employees who prepare or serve food or who clean areas where foods are 


prepared and served on the proper procedures used to clean and sanitize food contact 
surfaces. 


2. Follow manufacturer’s instructions regarding the use and maintenance of equipment (vacuum 
pack machine) and use of chemicals for cleaning and sanitizing food contact surfaces.  Refer 
to Storing and Using Poisonous or Toxic Chemicals SOP. 


3. Wash, rinse, and sanitize food contact surfaces of sinks, worktables, cutting boards, utensils, 
thermometers, carts, and equipment: 


4. When: 
Before each use. 
Between uses when preparing different types of raw animal foods, such as fish, meat, poultry 
Between uses when preparing ready-to-eat foods and raw animal foods, such as eggs, fish, meat, 
and poultry. 
Any time contamination occurs or is suspected. 
5. Wash, rinse, and sanitize food contact surfaces of sinks, tables, cutting boards, equipment, 


utensils, thermometers, carts, and equipment using the following procedure: 
Wash surface with detergent solution. 
Rinse surface with clean water. 
Sanitize surface using a sanitizing solution mixed at a concentration specified on the 
  manufacturer’s label.   
Place wet items in a manner to allow air drying. 
6. If a 3-compartment sink is used for utensils, cutting boards and removable parts of 


equipment, setup and use the sink in the following manner:   
In the first compartment, wash with a clean detergent solution at or above 110oF or at the 
temperature specified by the detergent manufacturer. 
In the second compartment, rinse with clean water. 
In the third compartment, sanitize with a chemical sanitizing solution mixed at a concentration 
specified on the manufacturer’s label or by immersing in hot water at or above 171oF for 30 
seconds. 
Test the sanitizer concentration using an appropriate test kit. 
Air dry items prior to storing. 
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8 – HACCP Based Cleaning and Sanitizing Food Contact Surfaces, cont. 
(SSOP) 


 
   


7. If a mechanical dish machine is used for utensils, cutting boards and removable parts of 
equipment: 


 
Verify the information on the data plate with the dish machine manufacturer. 
Refer to the information on the data plate for determining wash, rinse, and sanitization (final) 
rinse temperatures; sanitizing solution concentrations; and water pressures, if applicable. 
Follow manufacturer’s instructions for use. 
If using hot water to sanitize: 
For a stationary, single-temperature machine, the temperature of fresh hot water sanitizing rinse 
as it enters the manifold is not more than 194oF and not less than 165oF. 
For all other dishwashing machines with variable wash and rinse temperatures, the temperature 
of fresh hot water sanitizing rinse as it enters the manifold is not more than 194oF and not less 
than 180oF. 
If using chemical to sanitize: 


 
Chemical Minimum/ Maximum 


Concentration 
Minimum Temperature and Time     


 PPM Temperature Time 
Chlorine 50 - 100ppm 75oF 15 seconds 
Iodine 12.5 - 25.ppm 75oF 30 seconds 
Quaternary 
Ammonia 


200 - 300ppm 75oF 30 seconds 


 
Air dry utensils and other food contact items prior to storing. 
 
At end of day, remove strainer screens and clean.  Inspect upper and lower sprayer wash arms 
and nozzles to assure they are not clogged with food or plastic debris.   
 
Remove the wash arms to remove any food build up.  Use chemical de-limer periodically as 
needed if lime build up occurs.  Follow manufacturer’s instructions for cleaning and maintaining 
dish machine. 


 
Monitoring: 
Food service employees will: 


1. During all hours of operation, visually and physically inspect food contact surfaces of 
equipment and utensils to ensure that the surfaces are clean. 


2. In a 3-compartment sink, on a daily basis: 
3. Visually monitor that the water in each compartment is clean. 
4. Take the water temperature in the first compartment of the sink by using a calibrated 


thermometer.   
5. If using chemicals to sanitize, test the sanitizer concentration by using the appropriate test 


kit for the chemical. 
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6. If using hot water to sanitize, use a calibrated thermometer to measure the water 
       temperature.  Refer to Using and Calibrating Food Thermometers SOPs. 
 
      7.   In a dish machine, on a daily basis: 
Visually monitor that the water and the interior parts of machine are clean, free of debris. 
Continually monitor temperature and pressure gauges, if applicable, to ensure that the machine is 
operating according to the data plate. 
For hot water sanitizing dish machine, ensure that food contact surfaces are reaching the 
appropriate temperature by monitoring temperature gauges, by using heat sensitive tape, and/or 
by using maximum registering thermometers. 
For chemical sanitizing dish machine, check the sanitizer concentration on a recently washed 
food-contact surface using an appropriate test kit. 


 
Corrective Action: 
1. Retrain any food service employee found not following the procedures in this SOP. 
2. Wash, rinse, and sanitize dirty food contact surfaces.  Sanitize food contact surfaces if it is 


discovered that the surfaces were not properly sanitized.  Discard food that comes in contact 
with food contact surfaces that have not been sanitized properly. 


3. For a 3-compartment sink:    
Drain and refill compartments periodically and as needed to keep the water clean. 
Adjust the water temperature by adding hot water until the desired temperature is reached. 
Add more sanitizer or water, as appropriate, until the proper concentration is achieved.   
4. For a dish machine: 
Drain and refill the machine periodically and as needed to keep the water clean.   
Contact the appropriate individual(s) to have the machine repaired if the machine is not reaching 
the proper wash temperature indicated on the data plate. 
For a hot water sanitizing dish machine, retest temperatures by running the machine again.  If the 
appropriate water temperature is still not achieved on the second run, contact the appropriate 
individual(s) to have the machine repaired.  Wash, rinse, and sanitize in the 3-compartment sink 
until the machine is repaired or use disposable single service/single-use items if a 3-compartment 
sink is not available. 
For a chemical sanitizing dish machine, check the level of sanitizer remaining in bulk container.  
Fill, if needed.  “Prime” the machine according to the manufacturer’s instructions to ensure that 
the sanitizer is being pumped through the machine. Retest - If the proper sanitizer concentration 
level is not achieved, stop using the machine and contact the appropriate individuals(s) to have it 
repaired. 
 
Use a 3- compartment sink to wash, rinse, and sanitize until the machine is repaired. 
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8 – HACCP Based Cleaning and Sanitizing Food Contact Surfaces, cont. 
(SSOP) 


 
Specific Cleaning Instructions: 
 
1. VACUMM PACK MACHINE: 
 -  Disconnect from power supply. 
 -  Dismantle as necessary for proper cleaning. Parts are placed in the designated 
 containers, racks, or area. 
 -  Rinse parts with water. Clean with approved cleaner, scrub as needed to remove soil. 
 -  Rinse away detergent and loosened soil from parts with warm water. 
 -  Inspect for effectiveness of cleaning -- re-clean if necessary. 
 -  Apply sanitizer (180° F water or chemical sanitizer) to grinder and grinder parts. 
 
2.   OTHER EQUIPMENT: 
 -  Remove all parts and rinse with cold water. 
 -  Brush inside and out of drum thoroughly. 
 -  Rinse thoroughly with hot water. 
 -  Inspect for effectiveness of cleaning - re-clean if necessary. 
 -  Apply sanitizer (180° F water or chemical sanitizer). 
 
Storage Areas: 
Performed as needed: 


1. Straighten up and organize; pick up and discard trash. 
2. Clean any area requiring it. 
3. Sweep and mop floor as needed. 


 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 


Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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9 - Pest Control 
HACCP Standard Sanitation Operating Procedures 
 
Purpose: Efforts will be made to ensure that pests are controlled in the foodservice department, 
including the use of a licensed Pest Control Operator (PCO). 
 
Scope:  Restaurant policy is to use an Integrated Pest Management (IPM) program. 
 
Keywords:  Pests, Integrated Pest Management (IPM), Pest Control Operator (PCO) 
 
Instructions: 
Deny access to pests 


1. Use reputable suppliers for all deliveries. 
2. Check all deliveries before they enter the foodservice establishment. 
3. Refuse shipments that have signs of pest infestation. 
4. Keep all exterior openings closed tightly. Check doors for proper fit as part of the regular 


cleaning schedule. 
5. Report any signs of pests to the Foodservice Manager. 
6. Report any openings, cracks, broken seals, or other opportunities for pest infestation to 


the Foodservice Manager. 
 


Deny pests food, water, and a hiding or nesting place 
1. Dispose of garbage quickly and correctly.  Keep garbage containers clean, in good 


condition, and tightly covered in all areas (indoor and outdoor).  Clean up spills around 
garbage containers immediately. Wash, rinse, and sanitize containers regularly. 


2. Store recyclables in clean, pest-proof containers away from the building. 
3. Store all food and supplies as quickly as possible. 


-  Keep all food and supplies at least six inches off the floor and six inches away from 
walls. 
-  Refrigerate foods such as powdered milk, cocoa, and nuts after opening. These 
foods attract insects, but most insects become inactive at temperatures below 41ºF. 


4. Use FIFO (First In, First Out) inventory rotation, so pests do not have time to settle into 
these products and breed. 


5. Wet towels and mop heads should be taken to the laundry area at the end of each shift to 
minimize the risk of infestation by pests. 


6. Clean and sanitize the facility thoroughly and regularly. Careful cleaning eliminates the 
food supply, destroys insect eggs, and reduces the number of places pests can take shelter. 
 


Use and Storage of Pesticides 
The PCO should decide if and when pesticides should be used in the facility. PCOs are trained to 
determine the best pesticide for each pest, and how and where to apply it. The PCO should store 
and dispose of all pesticides used in the facility. If any pesticides are stored, follow these 
guidelines: 
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9 – HACCP Based Pest Control, cont. (SSOP) 
 


1. Keep pesticides in their original containers. 
2. Store pesticides in locked cabinets away from food-storage and food-preparation areas. 
3. Store aerosol or pressurized spray cans in a cool place.  Exposure to temperatures higher 


than 120ºF could cause them to explode. 
4. Check local regulations before disposing of pesticides. Many are considered hazardous 


waste materials. 
5. Dispose of empty containers according to manufacturers’ directions and local regulations. 
6. Keep a copy of the corresponding Material Safety Data Sheets (MSDS) on the premises. 
7. Refer to SOP Storing and Using Poisonous or Toxic Chemicals. 
 


Monitoring: 
The Foodservice Manager will: 


1. Supervise daily cleaning routines. 
2. Monitor completion of all cleaning tasks daily against the master cleaning schedule. 
3. Review and change the master cleaning schedule every time there is a change in 


menu, procedures, or equipment. 
4. Request employee input in the program during staff meetings. 
5. Conduct routine inspections of the facility. 
6. Follow up with staff’s observations and PCO as necessary. 


 
Corrective Action: 
Review infestation and control issues with PCO.   Take necessary steps to control and/or 
eliminate pests. 
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
File all PCO / IPM records with HACCP records. 
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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10 – Receiving Deliveries 
HACCP Standard Sanitation Operating Procedures 
Purpose:  To ensure that all food is fresh and safe when it enters the food service operation and 
is stored safely and quickly.   
 
Scope:  This procedure applies to food service or other employees who are responsible for 
receiving and storing food. 
 
Key Words:  Cross-Contamination, Temperatures, Receiving, Holding, Frozen Foods, Delivery 
 
Instructions: 
1. Train food service employees who accept deliveries on proper receiving procedures. 
2. Schedule deliveries to arrive at designated times during operational hours when possible. 
3. Post the delivery schedule, including the names of vendors, days and times of deliveries, and 


drivers’ names. 
4. Establish a rejection policy to ensure accurate, timely, consistent, and effective refusal and 


return of rejected goods. 
5. Organize freezer and refrigeration space, loading docks, and store rooms before deliveries to 


assure foods are placed in storage in a timely manner. 
6. Have tools available at the time of delivery.  These include: product specification lists and 


purchase orders, temperature logs, calibrated thermometers, pens, flashlights, and clean 
loading carts. 


7. Keep receiving area clean and well lighted. 
8. Do not touch ready-to-eat foods with bare hands. 
9. Determine whether foods will be marked with the date arrival or the “use by” date and mark 


accordingly upon receipt. 
10. Compare delivery invoice against products ordered and products delivered. 
11. Inspect the delivery truck when it arrives to ensure that it is clean, free of putrid odors, and 


organized to prevent cross-contamination.  Be sure refrigerated foods are delivered on a 
refrigerated truck. 


12. Check the interior temperature of refrigerated trucks.    
13. Confirm vendor name, day and time of delivery, as well as driver’s identification before 


accepting delivery.  If driver’s name is different from what is indicated on the delivery 
schedule, contact the vendor immediately. 


14. Check frozen foods to ensure that they are all frozen solid and show no signs of thawing and 
refreezing, such as the presence of large ice crystals or liquids on the bottom of cartons. Use 
infrared or other thermometers to check surface temperatures if desired. 


15. Check the temperature of refrigerated foods. 
For fresh meat, fish, and poultry products, insert a clean and sanitized thermometer into the 
center of the product to ensure a temperature of 41 ºF or below.   
For packaged products, insert a food thermometer between two packages being careful not to 
puncture the wrapper or use an infrared thermometer.  If the temperature exceeds 41 ºF, it may be 
necessary to take the internal temperature before accepting. 
For eggs milk and Molluscan shellfish, the interior temperature of the truck should be 45 ºF or 
below
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10 – HACCP Based Receiving Deliveries, cont. (SSOP)      
 
 
16. Check dates of milk, eggs, and other perishable goods to ensure safety and quality. 
17. Check the integrity of food packaging.   
18. Check the cleanliness of crates and other shipping containers before accepting products.  Reject 


foods that are shipped in dirty crates. 
19. Transfer foods to their appropriate storage locations as quickly as possible. 
 
Monitoring: 
The food service manager or designated employee will verify that food service employees are 
receiving products using the proper procedure by visually monitoring receiving practices during the 
shift and reviewing the invoices or Receiving Log (see Appendix D). 
 


 Corrective Action: 
Reject the following: 
  1.  Frozen foods with signs of previous thawing. 
  2.  Cans that have signs of deterioration – swollen sides or ends, flawed seals or seams, 
 dents, or rust. 
  3.  Punctured packages. 
  4.  Expired foods. 
  5.  Foods that are out of safe temperature zone or deemed unacceptable by the established  
 rejection policy. 
 


 Verification and Record Keeping: 
 Record the temperature and the corrective action on the delivery invoice and the Receiving Log. 


Invoices/logs will be maintained with other records for a minimum of 2 years. 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate that 
monitoring is being conducted as specified.  The executive chef, general manager or PIC will verify 
that food service employees are following this policy by visually observing the employees during all 
hours of operation, review Food Safety Check List and initial record keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 year 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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11 - Washing Fruits and Vegetables 
HACCP Standard Sanitation Operating Procedures 


  
      Purpose:  To prevent or reduce risk of foodborne illness or injury by contaminated fruits and  


vegetables. 
 


Scope:  This procedure applies to food service or other employees who are responsible for receiving, 
storing, preparing, and serving food. 
 
Key Words:  Fruits, Vegetables, Cross-Contamination, Washing 


 
•  Instructions: 


• Use proper hand washing procedures to wash hands and exposed arms prior to preparing or 
handling fruits and vegetables. 


• Follow State or local health department requirements. 
• Wash hands using the proper procedure. 
• Wash, rinse, sanitize, and air-dry all food-contact surfaces, equipment, and utensils that will 


be in contact with produce, such as cutting boards, knives, and sinks. 
• Follow manufacturer’s instructions for proper use of chemicals. 
• Wash all raw fruits and vegetables thoroughly before combining with other ingredients, 


including: 
• Unpeeled fresh fruit and vegetables that are served whole or cut into pieces. 
• Fruits and vegetables that are peeled and cut to use in cooking or served ready-to-eat.   
• Wash fresh produce vigorously under cold running water. 
• Scrub the surface of firm fruits or vegetables such as apples or potatoes using a clean and 


sanitized brush designated for this purpose. 
• Remove any damaged or bruised areas. 
• Label, date, and refrigerate fresh-cut items. Refer to the Date Marking Ready-to-Eat, 


Potentially Hazardous Food SOP 
• Serve cut melons within 7 days if held at 41 ºF or below.  Refer to the Date Marking Ready-


to-Eat, Potentially Hazardous Food SOP 
• Do not serve raw seed sprouts to highly susceptible populations such as young children, 


pregnant women and the elderly. 
  
 Monitoring: 
 The food service manager or designated employee will visually monitor that fruits and vegetables 


are being properly washed, labeled, and dated during all hours of operation.  In addition, food 
service employees will check daily the quality of fruits and vegetables in cold storage. 


 
 


 Corrective Action: 
 Retrain any foodservice employee found not following the procedures in this SOP. Remove 


unwashed fruits and vegetables from service and wash immediately before being served. 
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 11 – HACCP Based Washing Fruits and Vegetables, cont. (SSOP)    
 


  
 Verification And Record Keeping: 
 A supervisor or other designated employee will complete the Food Safety Checklist to indicate that 


monitoring is being conducted as specified.  The executive chef, general manager or PIC will verify 
that food service employees are following this policy by visually observing the employees during all 
hours of operation, review Food Safety Check List and initial record keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 year. 


 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
Date Revised: 


  
By: 
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12 - Controlling Time and Temperature During Preparation 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by limiting the amount of time that potentially hazardous 
foods are held in the temperature danger zone during preparation. 
 


 Scope:  This procedure applies to food service or other employees who are responsible for preparing 
and serving food. 


 
 Key Words:  Cross-Contamination, Time and Temperature Control, Food Preparation, Temperature 


Danger Zone 
 


 Instructions: 
1.  Train food service employees on the proper procedures used when controlling time and 
temperature during preparation.   
2.  Use a clean, sanitized, and calibrated probe thermometer to take temperatures during 
preparation.  Refer to the Using and Calibrating Food Thermometers SOP. 
3.  Wash hands prior to preparing foods.  Refer to the Handwashing SOP. 
4.  Use clean and sanitized equipment and utensils while preparing food. 
5.  Separate raw foods from ready-to-eat foods by keeping them in separate containers until ready 
to use and by using separate dispensing utensils.  Refer to the Preventing Cross-Contamination 
During Storage and Preparation SOP. 
6.  Pre-chill ingredients for cold foods, such as vegetables, salads, and cut melons, to 
41 ºF or below before combining with other ingredients. 
7.  Prepare foods as close to serving times as the menu will allow. 
8.  Prepare food in batch amounts to limit the time for preparation of any batches of food so that 
ingredients are not at room temperature for more than 1 hour before cooking, serving, or being 
returned to the refrigerator. 
9.  Limit the total, combined time that food is allowed to be in the temperature danger zone to 4 
hours. 
10.  If potentially hazardous foods are not cooked or served immediately after preparation, 
quickly chill.  Refer to the Cooling Potentially Hazardous Foods SOP. 


 
 Monitoring: 
 A supervisory or other designated employee will ensure that foods are maintained at safe 


temperatures and are not allowed to be in the temperature danger zone for more than 4 hours. Clean, 
sanitized thermometers will be used to check temperatures. 


 
 Corrective Actions: 


1.  Retrain any food service employee found not following the procedures in this SOP. 
2.  Begin the cooling process immediately after preparation is complete. 
3.  Rapidly cool ready-to-eat & ROP foods or foods that will have additional cooking at a later time. 
4.  Immediately return ingredients to the refrigerator if the anticipated preparation completion time is 
expected to exceed I hour. 
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12 – HACCP Based Controlling Time and Temperature During Preparation, cont. 
(SSOP) 


 
 
Verification and Record Keeping: 


 A supervisor or other designated employee will complete the Food Safety Checklist to indicate that 
monitoring is being conducted as specified.  The executive chef, general manager or PIC will verify 
that food service employees are following this policy by visually observing the employees during all 
hours of operation, review Food Safety Check List and initial record keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 year. 


 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


  
By: 


 


 
      Date Revisited: 


 
  


 
By: 
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13 - Cooking Potentially Hazardous Foods 
HACCP Standard Sanitation Operating Procedures 
 
Purpose: To prevent foodborne illness by ensuring that all foods are cooked to the appropriate internal 
temperature. 
 
Scope: This procedure applies to food service or other employees who are responsible for preparing, 
cooking, reheating and serving food. 
 
Key Words: Cross-Contamination, Temperatures, Cooking 
 
Instructions: 
1. Train food service employees who prepare or serve food on how to use a food thermometer and cook 
foods using this procedure. 
2.  If a recipe contains a combination of meat products, cook the product to the highest required temperature.   
3.  Cook products to the following temperatures: 
- 140 oF for 15 seconds 


Commercially pre-cooked ready-to-eat meat (ham, roast beef, turkey, etc.) 
- 145 oF for 15 seconds 


Fish 
Beef, lamb, pork, veal—steaks or chops 
Beef, pork, ham—roasts (hold 4 minutes) 


- 155 oF for 15 seconds 
Ground beef and other ground meats 
Raw pork, ham and sausage 
Egg dishes 
Game animals 


- 165 oF for 15 seconds 
  Poultry 
  Leftovers 
  Soups, stews, casseroles 
  Stuffed meat, poultry, fish and pasta 
- 135ºF for 15 seconds 
  Vegetables 
  Fruits 
- Whole beef roasts, corned beef roasts, pork roasts, and cured pork roasts, including but not limited to ham, 
shall be cooked in a pre-heated oven and to an internal temperature of 145°F±2°, or held at 130°F±2° for at 
least 112 minutes, or to a temperature as provided in the guidance document provided in Safe Cooking 
Temperatures (see Appendix A) 
 
4.  Use a clean, sanitized, and calibrated probe thermometer (preferably a thermocouple). 
5.  Avoid inserting thermometer into pockets of fat or near bones when taking internal cooking temps.   
6.  Take at least two internal temperatures from each batch of food by inserting the thermometer into the 
thickest part of the product (usually the center). 
   
7.  Take at least two internal temperatures of each large food item, to ensure that all parts of the product reach 
the required cooking temperature. 







 


 
                                     


32 
 


 
13 - HACCP Based Cooking Potentially Hazardous Foods, cont. (SSOP) 
 
 
Monitoring: 
Temperatures will be taken at the end point of cooking and recorded on logs.  These logs will be monitored 
by a supervisory employee to ensure that the temperatures meet the minimum standards. 
 
Corrective Action: 
Continue cooking food until the internal temperature reaches the required temperature. 
 
Verification and Record Keeping: 
Food service employees will record product name, time, the temperature/time, and any corrective action 
taken on the Cooking-Reheating Temperature Log (or other appropriate temperature log).   
 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate that 
monitoring is being conducted as specified.  The executive chef, general manager or PIC will verify that food 
service employees are following this policy by visually observing the employees during all hours of 
operation, review Food Safety Check List and initial record keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 year. 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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14- Holding ROP Hot and Cold Potentially Hazardous Foods 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that all potentially hazardous foods are held 
at the proper temperature. 
 
Scope:  This procedure applies to food service or other employees who are responsible for 
preparing, cooking, re-heating and serving food. 
 
Key Words: Cross-contamination, Temperatures, Holding, Hot Holding, Cold Holding, Storage 
 
Instructions: Hold cold foods at 41 ºF or below. 


1. Use a clean, sanitized, and calibrated probe thermometer to measure the temperature 
of the food.   


2. Take temperatures of foods by inserting the thermometer near the surface of the 
product, at the thickest part, and at other various locations. 


3. Take temperatures of holding units by placing a calibrated thermometer in the coolest 
part of a hot holding unit or warmest part of a cold holding unit. 


4. For hot foods held for service:   
5. Verify that the air/water temperature of any unit is at 135 ºF or above before use. 
6. Reheat foods in accordance with Reheating Potentially Hazardous Foods SSOP. 
7. All hot potentially hazardous foods should be cooked to their proper internal 


temperature for that food items (see Appendix A) 
8. Take the internal temperature of food before removing from ROP cooking equipment 


and at least every 2 hours thereafter, record on Temperature Log. 
9. For cold foods held for service: 
10. Place HACCP foods in designated, separated section of walk-in cooler, marked. 


1. Take the internal temperature of the food before placing it into designated   
 HACCP  walk-in cooler. 


11. Chill food in accordance with the Cooling Potentially Hazardous Foods SOP if the 
food is not 41oF or below. 


12. Follow (135oF-70oF  within 2 hours; 70oF- 41oF within 4 hours  - total 6 hours) 
13. Verify that air temperature of cold holding unit is at 41oF or below before use 
14. Train food service employees who prepare or serve food about proper ROP hot and 


cold holding procedures.  Include in the training a discussion of the temperature 
danger zone, equipment handling, cleaning, food grade packaging, temperature 
controls. 


15. Follow State or local health department requirements regarding required ROP hot and 
cold holding temperatures.  State and local health department requirements are based 
on the 2009 FDA Food Code: 


16. Hold hot foods at 135 ºF or above. 
17. And at least every 4 hours thereafter during all hours of operation.
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14 - HACCP Based Holding ROP Hot & Cold Potentially Hazardous Foods, cont. 
(SSOP) 
 
Monitoring: 
Temperature logs will be monitored to ensure that foods are held at proper temperatures.  Potentially 
hazardous hot foods shall be held above 135oF and potentially hazardous cold foods below 41oF. Foods 
will not be held longer than 7 days. 
 
Corrective Action: 
1.  For hot foods: 


Reheat the food to 165 ºF for 15 seconds if the temperature is found to be below 135 ºF and the 
last temperature measurement was 135 ºF or higher and taken within the last 2 hours.  
Repair or reset holding equipment before returning the food to the unit, if applicable. 


Discard the food if it cannot be determined how long the food temperature was below 135 ºF. 
2.  For cold foods: 
  Rapidly chill the food using an appropriate cooling method if the temperature is found 


to be above 41 ºF and the last temperature measurement was 41 ºF or below and taken 
within the last 2 hours:   


  Place food in shallow containers (no more than 4 inches deep) and uncovered on the 
  top shelf in the back of the walk-in or reach-in cooler. 
  Use a quick-chill unit like a blast chiller. 
  Stir the food in a container placed in an ice water bath. 
  Add ice as an ingredient. 
  Separate food into smaller or thinner portions. 
  Repair or reset holding equipment before returning the food to the unit, if applicable. 
  Discard the food if it cannot be determined how long the food temperature was above 


 41 ºF. 
 
Verification and Record Keeping: 
Food service employees will record temperatures of food items and document corrective actions taken 
on the Time and Temperature for Holding log.   
A supervisor or other designated employee will complete the Food Safety Checklist to indicate that 
monitoring is being conducted as specified.  The executive chef, general manager or PIC will verify 
that food service employees are following this policy by visually observing the employees during all 
hours of operation, review Food Safety Check List and initial record keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 year. 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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15 - Using Time Alone as a Public Health Control to Limit Bacteria Growth in PHF 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that potentially hazardous foods are not held in the 
temperature danger zone for more than 4 hours before being cooked or served. 
 
Scope:  This procedure applies to food service or other employees who are responsible for preparing, 
cooking, re-heating and serving food. 
 
Key Words:  Temperatures, Holding, Time As a Public Health Control 
 
Instructions: 
1. Train food service employees on the proper procedures used when using time alone as a public 


health control to limit bacteria growth in potentially hazardous foods.   
2. Refer to the Using and Calibrating Food Thermometers SOP. 
3. Establish written procedures that clearly identify the: 


- Specific foods for which time rather than temperature will be used to limit bacteria growth. 
- Corrective procedures that are followed to ensure that foods are cooled properly.  Refer to the 


Cooling Potentially Hazardous Foods SOP. 
- Marking procedures used to indicate the time that is 4 hours past the point when the food is 


removed from temperature control, such as an oven or refrigerator. 
- Procedures that are followed when food is in the danger zone for greater than 4 hours. 
- As soon as you remove a food item from cold holding you must record on the food’s container: 


Time food item was removed. 
Temperature of the food item when removed from cold holding. 
Time food item will be discarded four hours later. 
4. Cook raw, potentially hazardous food within 4 hours of removing it from refrigeration or freezer 


units. 
5. Do not keep cooked or raw, potentially hazardous, ready-to-eat food for more than 4 hours after it 


has been removed from hot or cold holding units.   
6. Avoid mixing different batches of food together in the same container.  If different batches of food 


are mixed together in the same container, use the time associated with the first batch of food as the 
time by which to cook, serve, or discard all the food in the container. 


 
Monitoring: 
Food service employees will continually monitor that foods are properly marked or identified with the 
time that is 4 hours past the point when the food is removed from temperature control. 
 
Food service employees will continually monitor that foods are cooked, served, or discarded by the 
indicated time. 
 
Corrective Action: 
1. Retrain any food service employee found not following the procedures in this SOP. 
2. Discard unmarked or unidentified food or food that is noted to exceed the 4-hour limit. 
3. Food not served past the 4 hours must be thrown away regardless.
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15 – HACCP Based Using Time Alone as a Public Health Control to Limit 
Bacteria Growth in Potentially Hazardous Foods, cont. (SSOP) 
 


 
Verification and Record Keeping: 
Food service employees will mark or otherwise identify food as specified in the Instructions 
Section of this SOP.   
 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of  
year. 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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16 - ROP / Sous Vide Requirements & Procedures 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that all foods that are sous vide cooked by 
follow California Health and Safety Code guidelines. 
 
Scope:  This procedure applies to food service or other employees who are responsible for 
receiving, storing, preparing, cooking, re-heating and serving food. 
 
Key Words:  Temperatures, Cooling, Cold Holding, ROP, Sous Vide 
 
Instructions: 


1. A list of specific foods that will be processed using Sous Vide methods for on-site 
 consumption is included in HACCP Plan along with detailed recipes instructions. 


2. Food to be fully cooked as per California Health and Safety Code (Section 
 114004) final  cooking temperature requirements. 


3. Food produced under Sous Vide process will be bagged immediately before cooking. 
4. Food to be protected from contamination before, during, and after cooking. 
5. Food to be placed in the oxygen barrier bag and sealed before cooking (sous vide) 
6. Food packages to be labeled with the product name and date/time packaged. 
7. Food to be cooled in the bag to 41ºF within 6 hours as per California Health and Safety 


 Code (Section 114002) cooling requirements and then: 
a.  Held at 41ºF or less for no more than 7 days, at which time the food must be 


consumed or discarded. 
b. Sous Vide foods will not be frozen. 


        8.  Food packages to be held in a refrigeration unit equipped with a continuous 
 electronic temperature monitoring system that is visually examined at least twice  a day. 
       9. The ROP product will not be transported off-site to a satellite location. 
     10. ROP food produced under a Sous Vide process will be bagged immediately before   
 cooking. 
     11. The restaurant will maintain records that document and confirm cooling and cold 
 holding time/temperature requirements have been met. 
     12. All necessary SOP standard operational procedures will be followed: 
 a.  Prohibit bare hand contact with ready-to-eat food prior to being vacuum 
 packaged. 
 b.  Identify a designated vacuum packaging work area. 
  c.  Delineate measures to prevent cross contamination between raw and ready-to-eat 
 foods prior to and during vacuum packaging. 
  d.  Cleaning and sanitizing procedures for food contact surfaces and the vacuum  
 packaging machine. 
    11.   Access to vacuum packaging area is limited to trained HACCP staff that are familiar 


 with the hazards associated with the operation. 
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16 – HACCP Based ROP Sous Vide Requirements & Procedures, cont. (SSOP) 
 
12.    All ROP foods will be stored in accordance with a “First-in/First-out” storage 


 rotation procedure and will be discarded in accordance with the HACCP plan. 
13.   The HACCP training program for employees responsible for the preparation of the foods 
 that are to be processed using sous vide methodology will include a supervisory 
 training plan that addresses the food safety issues of concern.                                                                                                                                             
14.  Included in HACCP Plan are the flow diagrams of the specific foods for which the 
 HACCP plan - fruits and vegetables and meats.  All critical control points are identified 
 and the following information is listed: 


a.   Ingredients, materials, and equipment used in the preparation of that food. 
b. Recipes that delineate methods and procedural control measures that address the food 


safety concerns involved. 
15.   Listed in the HACCP Plan are the Standard Operating Procedures that will be followed 
 which  will include and identify the following: 
       a.   Each critical control point. 
       b.   The critical limits for each critical control point. 


c.  The method and frequency for monitoring and controlling each critical control point 
by the food employee designated by the person in charge. 


d.  The method and frequency for the person in charge to routinely verify that the food 
employee is following standard operating procedures and monitoring critical control 
points. 


e.  Action to be taken by the person in charge if the critical limits for each critical control 
point are not met. 


f.   Records to be maintained by the person in charge to demonstrate that the HACCP plan 
is properly operated and managed. 


16.   Record retention procedures will be kept for 2 years, in the Executive Chef's office, 
 filed according to month, the day and the year. 


a.   Applicable HACCP training is provided and documented for food employees who 
work in the preparation of food for which an HACCP Plan has been implemented. All 
training given to food employees shall be documented as to date, trainer, and subject; 
training documentation will be kept up to 2 years. 


b.  The executive chef operating the restaurant pursuant to a HACCP has designated at 
least one person to be responsible for verification of the HACCP Plan. Training for 
the designated person shall include the seven principles of HACCP and the contents 
of the HACCP Plan. 


c.  A list of trained, authorized employees is listed in the HACCP Plan. 
 
Monitoring: 
Food service employees will follow the monitoring procedures as they are defined and outline in 
the HACCP Plan.   
 
All HACCP Logs listed on the HACCP Plan shall be initialed and collected weekly. Those logs 
will be retained in the Executive Chef's HACCP  file for 1 year. 
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16 – HACCP Based ROP/Sous Vide Requirements & Procedures, cont. 
(SSOP) 


 
Food service employees will continually monitor that foods are cooked, chilled, or discarded by 
the indicated time. 
 
Corrective Action: 
1.   Retrain any food service employee found not following the procedures in this SOP. 
2.   Discard unmarked or unidentified food or food that is not recording on the HACCP Log. 


 
Verification and Record Keeping: 
Food service employees will mark or otherwise identify food as specified in the Instructions 
Section of this SOP.   
 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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17 - Date Marking for ROP/Sous Vide, Potentially Hazardous Food 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To ensure appropriate rotation of ROP/ Sous Vide food to prevent or reduce foodborne 
illness from Listeria monocytogenes and Clostridium Botulinum. 
 
Scope:  This procedure applies to food service or other employees who are responsible for 
storing, preparing, cooking, re-heating and serving food. 
 
Key Words:  ROP, Sous Vide, Potentially Hazardous Food, Date Marking, Cross-Contamination 
 
Instructions: 
Follow ROP / Sous Vide date marking system and train HACCP employees accordingly.   
Label ALL ROP / Sous Vide foods that are prepared on-site.   
For Special Processes ROP / Sous Vide Labeling will contain: 
  Product name 
  Date product was packaged 
  Date of expiration 
  Initial of the cook 
Label any processed, ready-to-eat, potentially hazardous foods when opened. 
Refrigerate all ROP/ Sous Vide foods at 41º F or below. 
Refrigerate all ROP/ Sous Vide foods at 41º F or below; hold only 7 days. 
Serve or discard refrigerated, ROP / Sous Vide foods within 7 days. 
Limits the refrigerated shelf life to no more than 7 calendar days, from packaging to 
consumption. 


 
Monitoring: 
A designated HACCP employee will check refrigerators daily to verify that foods are date 
marked properly and that foods exceeding the 7-day time period are discarded.   


 
Corrective Action: 
Foods that are not date marked or that exceed the 7-day time period will be discarded.   
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
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17 – HACCP Based ROP/Sous Vide Date Marking, Potentially Hazardous 
Food, cont. (SSOP) 
 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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18 - Serving Food 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that all foods are served in a sanitary 
manner. 
 
Scope:  This procedure applies to food service employees who serve food. 
 
Key Words:  Cross-Contamination, Service 
 
Instructions: 
• Train food service employees on the proper procedures used when serving food.  Refer to the 


Using and Calibrating Food Thermometers. 
• Follow the Employee Health Policy (see Appendix B). 
• Wash hands before putting on disposable gloves, each time the gloves are changed, when 


changing tasks, and before serving food with utensils.  Refer to the Handwashing SOP. 
• Avoid touching ready-to-eat foods with bare hands.  Refer to the Using Suitable Utensils 


when Handling Ready-To-Eat Foods SOP. 
• Handle plates by the edge or bottom; cups by the handle or bottom; and utensils by the 


handles. 
• Store utensils with the handles up or by other means to prevent contamination. 
• Hold potentially hazardous food at the proper temperature – above 135°F.  Refer to the 


Holding Hot and Cold Potentially Hazardous Foods SOP. 
• Hold potentially hazardous food at the proper temperature – below 41°F.  Refer to the 


Holding Hot and Cold Potentially Hazardous Foods SOP. 
• Serve food with clean and sanitized utensils or by using hands covered with clean, disposable 


gloves. 
• Store in-use utensils properly.   
• Date mark and cool potentially hazardous foods or discard leftovers.  Refer to the Date 


Marking ROP, Potentially Hazardous Foods, and Cooling Potentially Hazardous Foods 
SOPs. 


 
Monitoring: 
A supervisory or other designated employee will visually observe that food is being served in a 
manner that prevents contamination during all hours of service. 
 
Corrective Action: 
1.  Retrain any food service employee found not following the procedures in this SOP. 
2.  Replace improperly handled plates, cups, or utensils; wash the improperly handled item(s). 
3.  Discard ready-to-eat food that has been touched with bare hands. 
4.  Follow the corrective actions identified on the HACCP Plan. 
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18 – HACCP Based Serving Food, cont. (SSOP)       
 
Verification and Record Keeping: 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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19 - Cooling ROP Potentially Hazardous Foods 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness caused by improper cooling procedures. 
 
Scope:  This procedure applies to food service or other employees who are responsible for 
preparing, cooking, cooling, re-heating and serving food. 
 
Key Words:  Cross-Contamination, Temperatures, Cooling, Holding 
 
Instructions: 
1.  Train food service employees who prepare or serve food on how to use a food thermometer 
and how to cool foods using this procedure. 
2.  Modify menus, production schedules, and staff work hours to allow for implementation of 
proper cooling procedures.   
3.  Prepare and cool food in small batches.   
4.  Chill food rapidly using an appropriate cooling method: 


• Place food in shallow containers (no more than 4 inches deep) and uncovered on the 
top shelf in the back of the walk-in or reach-in cooler. 


• Use a quick-chill unit such as a blast chiller. 
• Stir the food in a container placed in an ice water bath. 
• Stir the food using a chilling paddle designed for cooling foods quickly. 
• Add ice as an ingredient. 
• Separate food into smaller or thinner portions. 
• Pre-chill ingredients and containers used for making bulk items such as salads. 
5.  Chill cooked, hot food from: 
- 135 ºF to 70 ºF within 2 hours.  Take corrective action immediately if food is not chilled 


from 135 ºF to 70 ºF within 2 hours. 
- 70 ºF to 41 ºF or below in remaining time. The total cooling process from 135 ºF  to 41 


ºF may not exceed six hours.  Take corrective action immediately if food is not 
chilled from 135 ºF to 41 ºF within the 6-hour cooling process. 


 6.  Chill prepared, ready-to-eat foods such as tuna salad and cut melons from 70 ºF to 41  
 ºF or below within 4 hours.  Take corrective action immediately if ready-to-eat  
 food is not chilled from 70 ºF to 41 ºF within 4 hours. 
 7.  For ROP / Sous Vide: 
   The following is the procedure we will follow for Sous Vide: 
  Cooled to 41°F±2° in the package or bag within a total of 6 hour cooling period;  
 then refrigerated immediately to 41 ºF or below. 
 
Monitoring: 
Use a clean, sanitized, and calibrated probe thermometer to measure the internal temperature of 
the food during the cooling process.   
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19 – HACCP Based Cooling ROP Potentially Hazardous Foods, cont.  (SSOP) 
 
Monitor temperatures of ROP products every hour throughout the cooling process by inserting a 
thermometer into the center of the food and at various locations in the product. 
 
Corrective Action: 
1. Reheat cooked, hot food to 165 ºF for 15 seconds and start the cooling process again using a 


different cooling method when the food is: 
 Above 70 ºF and 2 hours or less into the cooling process; and 
 Above 41 ºF and 6 hours or less into the cooling process. 
2. Discard cooked, hot food immediately when the food is: 
 Above 70 ºF and more than 2 hours into the cooling process; or 
 Above 41 ºF and more than 6 hours into the cooling process. 
 
Verification and Record Keeping: 
Food service employees will record temperatures and corrective actions taken on the Cooling 
Temperature Log (see Appendix D).   
 
A supervisor or other designated employee will complete the Food Safety Checklist to indicate 
that monitoring is being conducted as specified.  The executive chef, general manager or PIC 
will verify that food service employees are following this policy by visually observing the 
employees during all hours of operation, review Food Safety Check List and initial record 
keeping log.   
 
The Food Safety Checklists and Logs will be maintained with other records for a minimum of 1 
year. 
 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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20 - Reheating Potentially Hazardous Food 
HACCP Standard Sanitation Operating Procedures 
 
Purpose:  To prevent foodborne illness by ensuring that all ROP foods are reheated to the 
appropriate internal temperature. 
 
Scope:  This procedure applies to food service or other employees who are responsible for 
preparing, cooking, re-heating and serving food. 
 
Key Words:  Cross-Contamination, Temperatures, Reheating, Holding, Hot Holding 
 
Instructions: 
1.  Train food service employees who prepare or serve food on how to use a food thermometer 
and how to reheat foods using this procedure. 
2.  Reheat all foods to a minimum of 165oF for at least 15 seconds 
3.  Reheat the following products to 165oF for 15 seconds: 


• Any food that is cooked, cooled and reheated for hot holding. 
• Leftovers reheated for hot holding. 
• Products made from leftovers, such as soup. 
• Precooked, processed foods that have been previously cooled. 


4.  Reheat food for hot holding in the following manner if using a microwave oven: 
• Heat processed, ready-to-eat foods from a package or can to at least 140oF for 15 


seconds. 
• Heat leftovers to 165oF for 15 seconds. 
• Rotate (or stir) and cover foods while heating. 
• Allow to sit for 2 minutes after heating. 


5.  Reheat all foods rapidly.  The total time the temperature of the food is between 41oF and 
165oF may not exceed 2 hours. 
6.  Serve reheated food immediately or transfer to an appropriate hot holding unit. 
 
Monitoring: 
Use a clean, sanitized, and calibrated probe thermometer to measure the internal temperature of 
the food during the reheating process. 
 
Take at least two internal temperatures from each pan of food by inserting a thermometer into the 
center of the food and at various locations in the product. 
 
Corrective Action: 
1.  Continue reheating/heating food until the internal temperature reaches 165 ºF for 15 sec. 
2.  If the product fails to reach 165oF within 2 hours, discard the product. 
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20– HACCP Based Reheating Potentially Hazardous Food, cont. (SSOP)   
 
Verification and Record Keeping: 
Food service employees will record times and temperatures and any corrective actions taken on 
the Cooking-Reheating Temperature Log (see Appendix D).  The food service manager or other 
supervisory employee will verify that food service employees are reheating food properly by 
visually monitoring food service employees during the shift and reviewing, initialing, and dating 
the temperature log.   
 
The logs will be maintained with other records for a minimum of 1 year. 
 
 
 
Date Implemented:  By:  
 
Date Reviewed: 


 
 


 
By: 


 


 
Date Revised: 


  
By: 
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SECTION 2: 
 


APPENDIX  A: 
Safe Cooking Temp Chart, Record Keeping Procedures 


 
HACCP Safe Cooking Temperatures 
As measured with a food thermometer. 
 
**Ground Meat & Meat Mixtures  


Beef, Pork, Veal, Lamb 155 °F 


Turkey, Chicken 165 °F 


 
Fresh Cuts Pork, Beef, Veal, Lamb 


 


Plus 3 minutes stand time for safety 145 °F 


 
Poultry 


 


Chicken & Turkey, whole 165 °F 


Poultry Parts 165 °F 


Duck & Goose 165 °F 


Stuffing (cooked alone or in bird) 165 °F 


 
Ham, Cooked and Fresh 


 


Ham (raw) Plus 3 min. stand time 145 °F 


Pre-cooked (to reheat) 140 °F 


 
Eggs & Egg Dishes 


 


Eggs Cook until yolk & white are firm 


Egg Dishes 155 °F 


 
 
 
 
All products must reach the minimum temperature specified above for at least 15 seconds. 
** All products must reach the minimum temperature specified above for at least 17 seconds. 
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Staff Responsibility: 
All HACCP trained food service staff will be held responsible for record keeping duties as assigned.   
Overall, _______________________________________(insert name and title) will be responsible 
for making sure that records are being made and for filing records in the proper place. 


 
Record keeping Procedure: 


All logs will be kept in the executive chef's file in kitchen office. 
All forms/logs will be replaced as needed and multiple employees will know where to find blank 
replacement forms. 
All completed forms will be filed in the office _________________ 


 
Training: 


Food Safety Manager and the Executive Chef are responsible for educating all food service personnel 
on the use and importance of recording critical information.    


 
Maintenance of Records: 


All records will be maintained for at least 2 years. 
 


Documentation (Records)               Documentation  Schedule 
 
Food Safety Check List – Self-Inspection 
Designated employee/manger checks all areas of restaurant.    Daily 
 
Food Production Record 
Cooking-Reheating Temperature Log        Daily 
Time and Temperature for Holding       Daily 
Service Temperature Log        As necessary 
Damaged or Discarded Product Log       As necessary 
Cooling Temperature Log        As necessary 
 
Equipment Temperature Record 
Receiving Log                                                                                                  Each Delivery 
Daily Refrigerator / Freezer Temperature Log                                                           Twice Daily 
Dry Storage Room Temperature Log                                                                          Daily 
Thermometer Calibration Log                                                                                     Daily 
 


Review Records 
Food Safety Checklist                                                                                                  Weekly 
Checklist for Review of Food Safety System and Plan                                               Monthly 
 
Training Log 
Food Safety Training Plan and Record                                                         On-going 
 
Corrective Action Records                                                                                        As necessary 
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APPENDIX  B: 
 


Employee Health Policy Agreement 
 
HACCP Employee Health Policy Agreement 
 
Restaurant requires that all food service workers reduce risk of transmission of food borne disease by: 
 
Reporting: Symptoms of Illness 
I agree to report to the manager when I have: * 


Diarrhea 
Vomiting 
Jaundice (yellowing of the skin and/or eyes) 
Sore throat with fever 
Infected cuts or wounds, or lesions containing pus on the hand, wrist, and exposed body part (such as 
boils and infected wounds, however small). 


 
Reporting: Diagnosed Illnesses 
I agree to report to a manager when a physician has diagnosed me with one of the following: * 


1. Norovirus 
2. Salmonella Typhi (typhoid fever) 
3. Shigella spp. infection 
4. E. coli infection (Escherichia coli O157:H7 or other EHEC/STEC infection) 
5. Hepatitis A 
6. Entamoeba histolytica (applies only to CA)  


 
*please note that any report of an illness will be handled confidentially and will be shared only between management of the 
restaurant, the Director of Food Safety and those on a need to know basis. 
 
Reporting: Exposure of Illness 
I agree to report to a manager when I am aware that I have been exposed to any of the illnesses listed above 
through: * 


An outbreak of Norovirus, typhoid fever, Shigella spp. infection, E. coli infection, or Hepatitis A . 
A household member with Norovirus, typhoid fever, Shigella spp. infection, E. coli infection, or 
hepatitis A. 
A household member attending or working in a setting with an outbreak of Norovirus, typhoid fever, 
Shigella spp. infection, E. coli infection, or Hepatitis A. 


 
Exclusion and Restriction from Work 
If you have any of the symptoms or illnesses listed above, you may be excluded* or restricted** from 
work. 
*If you are excluded from work you are not allowed to come to work. 
**If you are restricted from work you are allowed to come to work, but your duties may be limited. 
 
Returning to Work 
If you are excluded from work for having diarrhea and/or vomiting, you will not be able to return to work 
until more than 24 hours have passed since your last symptoms of diarrhea and/or vomiting. 
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If you are excluded from work for exhibiting symptoms of a sore throat with fever or for having jaundice 
(yellowing of the skin and/or eyes), Norovirus, Salmonella Typhii (typhoid fever), Shigella spp. infection, E. 
coli infection, and/or Hepatitis A or (Entamoeba histolytica applies only to CA) you will not be able to return to 
work until your manager has received approval from the Health Department or your physician. 
 
Agreement 
 
I understand that I must: 
 
Report when I have or have been exposed to any of the symptoms or illnesses listed above; and 
Comply with work restrictions and/or exclusions that are given to me. 
 
I understand that if I do not comply with this agreement, it may put my job at risk. 
 
Food Employee Name (please print) ________________________________________________________ 
 
Signature of Employee ___________________________________________________ Date ___________ 
 
 
 
 
Corresponding Health Code: 
 
Los Angeles, CA 
County of Los Angeles Department of Public Health California Retail Food Code 


(Cal Code) Sections 113949-113950.5, 113974 
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APPENDIX  C: 
 


Food Safety Check List 
 


Food Safety Checklist 
Date: ________________________________________ Observer: _______________________________ 
Directions: Use this checklist daily. Determine areas in your operations requiring corrective action. Record corrective action taken 
and keep completed records in a notebook for future reference. 
 
Personal Hygiene 
  Yes No Corrective Action 
 Employees wear clean and proper uniform including shoes. � �  
� Effective hair restraints are properly worn. � �  
� Fingernails are short, unpolished, and clean (no artificial 


nails). � � 
 


� Jewelry is limited to a plain ring, such as wedding band; and 
no bracelets or watches. � � 


 


� Hands are washed properly, frequently, and at appropriate 
times. � � 


 


� Burns, wounds, sores or scabs, or splints and water-proof 
bandages on hands are bandaged and completely covered 
with a foodservice glove while handling food. � � 


 


� Eating, drinking, chewing gum, smoking, or using tobacco 
are allowed only in designated areas away from preparation, 
service, storage, and ware washing areas. � � 


 


� Employees use disposable tissues when coughing or 
sneezing and then immediately wash hands. � � 


 


� Employees appear in good health. � �  
� Hand sinks are unobstructed, operational, and clean. � �  
� Hand sinks are stocked with soap, disposable towels, and 


warm water. � � 
 


� A hand washing reminder sign is posted. � �  
� Employee restrooms are operational and clean. � �  


 
Food Preparation 
  Yes No Corrective Action 
� All food stored or prepared in facility is from approved 


sources. � � 
 


� Food equipment, utensils, and food contact surfaces are 
properly washed, rinsed, and sanitized before every use. � � 


 


� Frozen food is thawed under refrigeration, cooked to proper 
temperature from frozen state, or fully submerged in cold 
running water. � � 


 


� Thawed food is not refrozen. � �  
� Preparation is planned so ingredients are kept out of the 


temperature danger zone to the extent possible. � � 
 


     
  Yes No Corrective Action 
� Food is tasted using the proper procedure. � �  
� Procedures are in place to prevent cross-contamination. � �  
� Food is handled with suitable utensils, such as single use 


gloves or tongs. � � 
 


� Food is prepared in small batches to limit the time it is in the 
temperature danger zone. � � 
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� Clean reusable towels are used only for sanitizing equipment 
and surfaces and not for drying hands, utensils, or floor. � � 


 


� Food is cooked to the required safe internal temperature for 
the appropriate time.  The temperature is tested with a 
calibrated food thermometer. � � 


 


� The internal temperature of food being cooked is monitored 
and documented. � � 


 


 
Hot Holding 
  Yes No Corrective Action 
� Hot holding unit is clean. � �  


� Food is heated to the required safe internal temperature 
before placing in hot holding.  Hot holding units are not 
used to reheat potentially hazardous foods. � � 


 


� Hot holding unit is pre-heated before hot food is placed in 
unit. � � 


 


� Temperature of hot food being held is at or above 135 ºF. � �  


� Food is protected from contamination. � �  
 
Cold Holding 
  Yes No Corrective Action 
� Refrigerators are kept clean and organized. � �  
� Temperature of cold food being held is at or below 41 ºF. � �  


� Food is protected from contamination. � �  
 
Refrigerator, Freezer and Milk Cooler 
  Yes No Corrective Action 
� Thermometers are available and accurate. � �  
� Temperature is appropriate for pieces of equipment. � �  
� Food is stored 6 inches off floor throughout facility unless 


on pallets or stored in waterproof containers. � � 
 


� Refrigerator and freezer units are clean and neat. � �  
� Proper chilling procedures are used. � �  
� All food is properly wrapped, labeled, and dated. � �  
     
  Yes No Corrective Action 
� The FIFO (First In, First Out) method of inventory 


management is used. � � 
 


� Ambient air temperature of all refrigerators and freezers is 
monitored and documented at the beginning and end of each 
shift. � � 


 


 
Food Storage and Dry Storage 


  Yes No Corrective Action 
� Temperatures of dry storage areas are between 50 ºF and 70 


ºF or State public health department requirement. � � 


 


� All food and paper supplies are stored 6 inches off the floor 
throughout facility unless on pallets or stored in waterproof 
containers.. � � 


 


� All food is labeled with name and received date. � �  
� Open bags of food are stored in containers with tight fitting 


lids and labeled with common name. � � 
 


� The FIFO (First In, First Out) method of inventory 
management is used.  � � 
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� There are no bulging or leaking canned goods. � �  
� Food is protected from contamination. � �  
� All food surfaces are clean. � �  
� Chemicals are clearly labeled and stored away from food and 


food-related supplies. � � 
 


� There is a regular cleaning schedule for all food surfaces. � �  
� Food is stored in original container or a food grade container. � �  


 
Cleaning and Sanitizing 
  Yes No Corrective Action 
� Three-compartment sink is properly set up for ware washing. � �  
� Dish machine is working properly (such as gauges and 


chemicals are at recommended levels). � � 
 


� Water is clean and free of grease and food particles. � �  
� Water temperatures are correct for wash and rinse. � �  
� If heat sanitizing, the utensils are allowed to remain 


immersed in 171 ºF water for 30 seconds. � � 
 


� If using a chemical sanitizer, it is mixed correctly and a 
sanitizer strip is used to test chemical concentration. � � 


 


� Small ware and utensils are allowed to air dry. � �  
� Wiping cloths are stored in sanitizing solution while in use. � �  


 
Utensils and Equipment 
  Yes No Corrective Action 
� All small equipment and utensils, including cutting boards 


and knives, are cleaned and sanitized between uses. � � 
 


� Small equipment and utensils are washed, rinsed, sanitized, 
and air-dried. � � 


 


� Work surfaces and utensils are kept cleaned and are sanitized 
between uses. � � 


 


� Thermometers are cleaned and sanitized after each use. � �  
� Thermometers are calibrated on a routine basis. � �  
� Can opener is cleaned and sanitized. � �  
� Drawers and racks are cleaned. � �  
� Clean utensils are handled in a manner to prevent 


contamination of areas that will be in direct contact with 
food or a person’s mouth. � � 


 


 
Large Equipment 
  Yes No Corrective Action 
     
� Food slicer is broken down, cleaned, and sanitized before 


and after every use. � � 
 


� Boxes, containers, and recyclables are removed from site. � �  
� Loading dock and area around dumpsters are clean and odor-


free. � � 
 


� Exhaust hood and filters are clean. � �  
 
 
 
Garbage Storage and Disposal 
  Yes No Corrective Action 
� Kitchen garbage cans are clean and kept covered. � �  
� Garbage cans are emptied as necessary. � �  
� Boxes and containers are removed from site. � �  
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� Loading dock and area around dumpster are clean. � �  
� Dumpsters are clean. � �  


 
Pest Control 


  Yes No Corrective Action 
� Outside doors have screens, are well-sealed, and are 


equipped with a self-closing device. � � 
 


� No evidence of pests is present. � �  
� There is a regular schedule of pest control by a licensed pest 


control operator. � � 
 


 


 


 


Signature:   _____________________________  Date:  _____________________ 
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Thermometer Calibration Log 
 


Instructions: Check and calibrate all bi-metallic stemmed (instant-read) thermometers in each restaurant every two weeks 
and any time a thermometer is dropped or bumped.  If this log shows that thermometers stay calibrated over the two-week 
period, move to a three-week calibration period.  Food service employees should record some common way to identify 
each thermometer (a cook’s name, the location in which each thermometer is kept, a number written on each thermometer 
case, etc.), the date of calibration, the temperature prior to calibration and their initials.  A supervisory employee should 
verify that food service employees have calibrated all thermometers as scheduled by visually monitoring food service 
employees, and by reviewing, initialing, and dating a random sample of these logs.  If corrective action is required, explain 
the action taken in the last column. 
 


Number of Stem Thermometers in School: __________ 
 
Identification of 
Thermometer 


Date 
(of Calibration) 


Temp. When 
Placed in Ice Bath 


Calibrated By 
(Food Service 
Worker’s Initials) 


Corrective Action 
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Cooking-Reheating Temperature 
 


Instructions: Take and record the temperature of potentially hazardous foods at the end of the designated cooking period.  Continue cooking if 
needed until the minimum internal temperature is reached and record the final temperature.  You do not need to record a second temperature if the 
required temperature is reached when first checked. Take and record temperatures for each batch prepared. 
 
Date Food Item 1st Measurement 2nd Measurement Corrective Action 


  Time Temp Initials Time Temp Initials  
         
         
         
         
         
         
         
         
         
         
         
         
         
         


 
Signature:   _____________________________  Date:  _____________________ 
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Damaged or Discarded Product Log 


 
Instructions: Food service employees will record product name, quantity, action taken, reason, initials, and date each time a food product is 
damaged and/or will be discarded due to improper handling.  Supervisory employee will verify that damaged food is being discarded as instructed.   
 


Date Product Name/ Brand/ 
Company 


Quantity Action Taken (Hold, Return, 
Discard) 


Reason Initials 


      


      


      


      


      


      


      


      


      


      


      


      


      


      


      


 
Signature:   _____________________________  Date:  _____________________ 
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Cooling Temperature Log 
Instructions:  Record final cook temperature and temperatures every hour during the cooling cycle.  Mark “yes” or “no” if cooling parameters 
met.  Record corrective actions, if applicable on bottom of log.  If no foods are cooled on any working day, indicate “No Foods Cooled” in the Food 
Item column. 
Cooling Parameters: Foods must be cooled from 135 °F to 70 °F within 2 hours and 70 °F to 41 °F within additional 4 hours. If not met and 
food is above 70 ºF and 2 hours or less into the cooling process or above 41 ºF and 6 hours or less into the cooling process document corrective 
action and reheat food to 165◌۫F and start cooling process over. 
Verification:  The foodservice manager will verify that the foodservice staff is cooling food properly by visually monitoring foodservice 
employees during the shift and reviewing, initialing, and dating this log daily.  Maintain this log for a minimum of 2 years. 


Date Food Item Time/ 
Cook 
Temp 


Time/ 
 


Temp 


Time/ 
 


Temp 


Time/ 
 


Temp 


Time/ 
 


Temp 


Time/ 
 


Temp 


Time/ 
 


Temp 


135˚F to-
70˚F 
in 2 


hours? 


70˚F to-
41˚F 
in 4 


hours? 


Corrective 
Actions 
Taken? 
*if yes 


Initial
s 


Verified By/ Date 


1/1/10 
 


Example: 


Beef Stew 


2:30p 


177˚ 


3:40p 


138˚ 


4:30p 


112˚ 


5:20p 


64˚ 


6:20p 


49˚ 


7:00p 


37˚ 


 yes yes No Ab Cd 


1/1/10 


 


 


             


 


 


             


 


 


             


 


 


             


 


 


             


 


 


             


              


              


 
Signature:   _____________________________  Date:  _____________________ 
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Receiving Log 
 
Instructions: Use this log for deliveries or receiving foods from a centralized kitchen.  Record any temperatures and corrective action taken.  A 
supervisory employee will verify that correct procedures are being followed and will initial and date the bottom of the form. 
 
 


Date Time Vendor Product Name Temperature Corrective Action Initials    
          


          


          


          


          


          


          


          


          


          


          


          


          


          


          


          


 
Signature:   _____________________________  Date:  _____________________ 
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Hot and Cold Holding Temperature Log 
Instructions:  Record the date, product name, location, internal temperature and any corrective action taken on this form. The foodservice 
manager will verify that foodservice employees have taken the required holding temperatures by visually monitoring foodservice employees 
during the shift and reviewing the temperature logs at the close of each day.  The temperature logs are to be kept on file for a minimum of 1 year. 


Date Food Item Location Internal  
Temp. (°F) 


Corrective Action Initials Verified By/ 
Date 


       
       
       
       
       
       
       
       
       
       
       
       
       
       
       
       
       
       
       


 


Signature:   _____________________________  Date:  _____________________ 
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APPENDIX  E: 
 


Food Allergy or Food-borne Illness Incident Report 
 


Restaurant Name: ___________________________ 
        


Please check one:  Guest Incident   Employee Incident   
        
Please check one:   Allergy  Food-borne Illness   
        
Date Reported:     Date Incident Occurred:   
        
Manager Writing Report:       
        
Name of Person Reporting Incident:      
        
Name of Person(s) Feeling Ill:      
        
Manager Present at time of Incident:      
        
Phone Number where Person Reporting can be reached:    
        
Questions to ask Person Reporting Incident:     
        
Questions for Both Employees and Guests     
WHAT (if anything) DID YOU HAVE TO EAT/DRINK AT OUR RESTAURANT?   
        
        
WHAT/WHERE HAVE YOU EATEN IN THE LAST 48 
HOURS?    
        
        
HAVE YOU RECEIVED MEDICAL ATTENTION?     
        
        
WHEN DID YOU FIRST BEGIN TO FEEL ILL?     
        
        
WHAT ARE YOUR SYMPTOMS (if you don't mind me asking)?    
        
        
QUESTIONS FOR GUESTS ONLY       
         
Date and Time of Reservation:    Name on Reservation:   
Number of Guests: Manager on Duty:    
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WERE YOU THE ONLY PERSON IN YOUR PARTY TO EAT THESE ITEMS?    
 
 
 


  


 
 
ARE ANY OTHER MEMBERS OF YOUR PARTY FEELING ILL? 
 
 
 
 


  


  
 
QUESTIONS FOR EMPLOYEES ONLY 
 
 
 
 
 
 
 
 
 
 
 


  


  
WHAT IS YOUR REGULAR WORK SCHEDULE? OR WHAT WAS YOUR SCHEDULE THIS WEEK?   
 
   
DID YOU MISS ANY WORK AS A RESULT OF FEELING ILL? 
 
 
 


  


  
        
How was this incident reported (please check):    
        
 Happened on Premise     
 Phone       
 Email       
 Mail       
        
MANAGER SIGNATURE:     DATE:  
        


 
 
 
 
 


Signature:   _____________________________  Date:  _____________________ 








CS 280522A


Handwashing 
at Home, at Play, and Out and About  


Germs are everywhere! They can get onto your hands and items you touch 
throughout the day. Washing hands at key times with soap and water 
is one of the most important steps you can take to get rid of germs and 
avoid spreading germs to those around you. 


How can washing your hands keep you healthy? 
Germs can get into the body through our eyes, nose, and mouth and make 
us sick. Handwashing with soap removes germs from hands and helps 
prevent sickness. Studies have shown that handwashing can prevent 1 in 
3 diarrhea-related sicknesses and 1 in 5 respiratory infections, such as a 
cold or the flu. 


Handwashing helps prevent infections 
for these reasons:


People often touch their eyes, nose, and mouth 
without realizing it, introducing germs into 
their bodies.  


Germs from unwashed hands may get into foods and drinks when 
people prepare or consume them. Germs can grow in some types 
of foods or drinks and make people sick.


Germs from unwashed hands can be transferred to other objects, 
such as door knobs, tables, or toys, and then transferred to 
another person’s hands.


What is the right way to wash your hands? 
1.	 Wet your hands with clean running water (warm or cold) and 


apply soap. 


2.	 Lather your hands by rubbing them together with the soap. 


3.	 Scrub all surfaces of your hands, including the palms, backs, fingers, 
between your fingers, and under your nails. Keep scrubbing for at least 
20 seconds. Need a timer? Hum the “Happy Birthday” song twice. 


4.	 Rinse your hands under clean, running water. 


5.	 Dry your hands using a clean towel or air dry them.







When should you wash your hands? 
Handwashing at any time of the day can help get rid of germs, but 
there are key times when it’s most important to wash your hands.


•	Before, during, and after preparing food 


•	Before eating food 


•	Before and after caring for someone who is sick 


•	Before and after treating a cut or wound 


•	After using the bathroom, changing diapers, or cleaning up a child 
who has used the bathroom 


•	After blowing your nose, coughing, or sneezing 


•	After touching an animal, animal food or treats, animal cages, or 
animal feces (poop) 


•	After touching garbage 


•	If your hands are visibly dirty or greasy 


What type of soap should you use? 


You can use bar soap or liquid soap to wash your 
hands. Many public places provide liquid soap 
because it’s easier and cleaner to share with 
others. Studies have not found any added health 
benefit from using soaps containing antibacterial 
ingredients when compared with plain soap. Both 
are equally effective in getting rid of germs.  If soap 
and water are not available, use an alcohol-based 
hand sanitizer that contains at least 60% alcohol. 


How does handwashing help fight antibiotic 
resistance? 
Antibiotic resistance occurs when bacteria resist the effects of an 
antibiotic – that is, germs are not killed and they continue to grow. 
Sicknesses caused by antibiotic-resistant bacteria can be harder to 
treat. Simply using antibiotics creates resistance, so avoiding infections 
in the first place reduces the amount of antibiotics that have to be 
used and reduces the likelihood that resistance will develop during 
treatment. Handwashing helps prevent many sicknesses, meaning less 
use of antibiotics. 


Studies have 
shown that 


handwashing 
can prevent 


1 in 3
diarrhea-related 
sicknesses and 


1 in 5
respiratory 


infections, such as 
a cold or the flu. 


For more information and a video demonstration of how to wash your hands, visit the CDC handwashing website:


www.cdc.gov/handwashing
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cdc.gov/coronavirus


How to Protect Yourself and Others
Know how it spreads


•	 There is currently no vaccine to prevent coronavirus disease 2019 (COVID-19).


•	 The best way to prevent illness is to avoid being exposed to this virus.


•	 The virus is thought to spread mainly from person-to-person.


	» Between people who are in close contact with one another (within about 6 feet).


	» Through respiratory droplets produced when an infected person coughs, sneezes 
or talks.


	» These droplets can land in the mouths or noses of people who are nearby or 
possibly be inhaled into the lungs.


	» Some recent studies have suggested that COVID-19 may be spread by people who 
are not showing symptoms.


Everyone should 
Clean your hands often


•	 Wash your hands often with soap and water for at least 20 seconds especially after 
you have been in a public place, or after blowing your nose, coughing, or sneezing.


•	 If soap and water are not readily available, use a hand sanitizer that contains at 
least 60% alcohol. Cover all surfaces of your hands and rub them together until 
they feel dry.


•	 Avoid touching your eyes, nose, and mouth with unwashed hands.


Avoid close contact


•	 Avoid close contact with people who are sick.


•	 Stay at home as much as possible.


•	 Put distance between yourself and other people.


	» Remember that some people without symptoms may be able to spread virus. 


	» This is especially important for people who are at higher risk of getting 
very sick. www.cdc.gov/coronavirus/2019-ncov/need-extra-precautions/people-
at-higher-risk.html



http://www.cdc.gov/coronavirus

http://www.cdc.gov/coronavirus/2019-ncov/need-extra-precautions/people-at-higher-risk.html

http://www.cdc.gov/coronavirus/2019-ncov/need-extra-precautions/people-at-higher-risk.html





•	 You could spread COVID-19 to others even if you do not feel sick. 


•	 Everyone should wear a cloth face cover when they have to go out in public, 
for example to the grocery store or to pick up other necessities.


	» Cloth face coverings should not be placed on young children under age 2, anyone 
who has trouble breathing, or is unconscious, incapacitated or otherwise unable to 
remove the mask without assistance.


•	  The cloth face cover is meant to protect other people in case you are infected.


•	  Do NOT use a facemask meant for a healthcare worker. 


•	 Continue to keep about 6 feet between yourself and others. The cloth face cover 
is not a substitute for social distancing.


Cover coughs and sneezes


•	 If you are in a private setting and do not have on your cloth face covering, 
remember to always cover your mouth and nose with a tissue when you 
cough or sneeze or use the inside of your elbow.


•	 Throw used tissues in the trash.


•	 Immediately wash your hands with soap and water for at least 20 seconds. If 
soap and water are not readily available, clean your hands with a hand sanitizer that 
contains at least 60% alcohol.


Clean and disinfect


•	 Clean AND disinfect frequently touched surfaces daily. This includes tables, 
doorknobs, light switches, countertops, handles, desks, phones, keyboards, toilets, 
faucets, and sinks. www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/
disinfecting-your-home.html


•	 If surfaces are dirty, clean them: Use detergent or soap and water prior 
to disinfection.


Cover your mouth and nose with a cloth face cover when around others


cdc.gov/coronavirus



https://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/cleaning-disinfection.html

http://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/disinfecting-your-home.html

http://www.cdc.gov/coronavirus/2019-ncov/prevent-getting-sick/disinfecting-your-home.html

http://www.cdc.gov/coronavirus
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Purpose & Requirements 
To provide the operating processes and procedures to follow in the event that an employee has been confirmed positive 
for Coronavirus (COVID-19).  Inform employees of the actions and precautions that should be taken.  


 


Share with all necessary departments the expectations regarding the confirmed positive case. 


• Property leadership should reach out to health officials to report the case, if they have not been contacted 
already.  Local health officials or government representatives will reach out to discuss the case, identify people 
who have been in contact with the employee, and advise on actions or precautions that should be taken.   


• General Manager should notify ownership and VP of Operations. 


• Review the procedures with all necessary parties.  Share with your VP of Operations all advice and actions 
provided by the local health officials.  Consider engaging outside cleaners. 


• Share the FAQ’s provided which contain accurate information on the virus, and preventative measures that can 
be taken by employees.   
 


I. Share the following information with those who have had contact with the Employee who 
has been confirmed positive for Coronavirus (COVID-19). 
• Inform them that they have likely been in contact with an individual who has tested positive for the virus.  


• If they do not feel well, they should contact their health care provider. 


• Inform them that local health officials will provide the relevant employees with advice.  This includes anyone who 
has had face to face or touching contact, talking with or being coughed or sneezed on while the employee was 
symptomatic, anyone who cleaned up bodily fluid, close friendship and work groups and any employee living in 
the same household.   


• Those that have had close contact (as described above) will be required to self-isolate for 14 days.  They may 
take PTO over the self-isolation period. 


• Health officials will monitor the individuals under self-isolation. Should they become symptomatic or feel unwell 
they will be tested for COVID-19 and if positive will be treated for the virus. 


• Remember to Be The Difference.  How we respond to each other in times like these shows who we are as an 
organization.  Expressing care and empathy to all we serve, continues to be important.   
 


 


II. Share with those who have not had contact with the Employee who was confirmed positive 
for Coronavirus. 
• If employees have not had contact with the employee who has been confirmed positive, they do not need to take 


precautions and can continue to attend work. 


• You may inform these employees that a co-worker has tested positive for the virus,  


• Reinforce the Employee FAQ’s 


• Discuss specific advice and direction provided by local health officials. 
 


 


 


Department(s): All  


Subject: 
Procedure: What to do if an employee is confirmed positive for 
Coronavirus (COVID-19) 


Effective Date: 3/11/2020 


Revision Date:  


Pages: 1 
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property  
relaunch
The following operating 


processes and procedures 


should be followed for 


reopening after being 


temporarily closed due  


to COVID-19.
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food &  
beverage; 
culinary
  �Perform cleanliness walkthrough of all production,  


service and public areas, activating stewarding and/or  


third-party resources as appropriate to bring operation  


up to acceptable cleanliness levels.


  �Check all coolers, freezers and dry goods in all outlets, 


storerooms and purchasing for expiration dates.


  �Assess the functionality and condition of all foodservice 


production equipment and apply necessary repair/


maintenance as appropriate.


  �Schedule outlet and meeting space walk-through and  


apply appropriate treatment by pest control vendor.


  �Flush all soda and beer lines throughout all outlets,  


bars and service stations.


  �Schedule hood cleaning and fire suppression  


system inspection.


  �Test all dish and glass washing equipment to ensure 


functionality and proper chemical flow/distribution.


  �Ensure that all active food handlers have current food safety  


and sanitation certifications.


  �Schedule local health department to reinspect all foodservice 


and beverage production areas/venues for property closures 


of 30 days or longer. This may vary by state/municipality.


  �Evaluate and ensure that all licenses and permits are current.


  �In collaboration with property engineering teams, ensure  


that all gas lines are turned on and properly functioning.


  �Evaluate current disposable and nonperishable inventories. 


Order based on immediate business need, then scale up to 


established par levels.


  �Communicate to all key vendors the property reactivation  


date and anticipated business levels for the next 90 days. 


These vendors include but are not limited to the following:


	  �Master food distributor


	  Produce


	  Beer, wine and liquor distributors


	  Chemical/cleaning and dishwashing


	  Waste removal


	  Pest control


	  Overnight cleaning


	  Other services and active property-level agreements
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  �Follow up on any deferred payments activated during  


the closure period.


  �Assess outlet hours of operation and menu offerings  


from a scalability perspective, considering minimum  


to wide-ranging offerings.


  �Evaluate management deployment and areas of oversight/


responsibility based on scalable operational need.


  �Communicate the property relaunch strategy  


and timeline in advance of opening to all  


department/senior-level leadership.


  �Assess hiring needs based on team member attrition.


  �Employees must be up to date on beverage service certification.


  �Activate hourly and junior/mid-level management positions as 


appropriate, based on business levels, outlet hours of operation 


and meetings/events. See Scalable Outlet Operations Model.


  �Activate team member access to keys, e-mail and systems  


to perform all essential job duties.


  �Create training regimen to reactivate all local standards  


of service, product quality and processes.
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catering & event management
3 Weeks Out 


  �CS planning resumes: Complete planning for initial  


groups and connect with all future groups’ planners.


  �30/60/90 forecast: Distribute upcoming business through 


GRC reports and banquet/catering event projections.


  �Obtain planner approval opening week BEOs,  


diagrams and resumes.


  �Discuss ways to reengineer meeting logistics to maintain  


safe distancing and sanitized environments.


  �Confirm seasonal banquet menus with chef for planner use.


2 Weeks Out 


  �SEO distribution: Distribute all food and beverage/ 


catering event orders.


  �Resume distribution: Distribute all billing, badging, 


transportation and security needs.


  �Contact vendors/schedule entertainment: Identify group or 


property entertainment needs and schedule accordingly.


  �Group materials: Conduct inventories of shipments  


for upcoming groups.


5-10 Days Out


  �Daily/weekly reports: All reporting to be distributed  


per standards.


  �Resume SEO meeting: Conduct review of all upcoming 


banquet/outlet needs via banquet event orders.


  �Resume production meeting: Meet with A/V and IT  


teams for future group production requirements.


  �Review specialty reports: Prepare for nursing  


mothers and special dietary needs.


  �Prepare and host weekly staff operations meetings: 


Operational meeting to review first week groups and activity.


  �Conduct pre-cons with any clients as needed.


  �Concierge turnover meeting: CSM and concierge  


to review first week of groups.


  �Concierge create group packets: Concierge block  


Outlook calendars, create documents on iPad turnover  


and OneNotes for upcoming groups.
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Conference Setup: 2-3 Weeks Out 


  �Create department schedule based on re-forecasted volume  


and reopening responsibilities.


  �Operating supply inventory: Create POs as needed to get stock  


to par levels.


  �Deep-clean conference center, meeting spaces, breakout rooms,  


ballrooms and equipment.


  �Conference storage room organization: Organize and clean all  


storage spaces.


  �Reallocate any conference furniture repairs, new orders or equipment  


to proper spaces and conduct equipment inventories.


  �Set/stage ballrooms and classrooms according to BEO instructions.


Retail/Ops/Administrative: 1-2 Weeks Out 


  �Retail stores: Conduct inventory of sundries, supplies and retail.  


Create POs to replenish par levels.


  �Ensure data accuracy in systems for opening week:  


Update POS, Delphi per specifications.


  �Reboot systems and systems checks, micros, printers,  


DHUSendpro and PMS.


  �Print stations: Stock to par levels and order printing, stationery and  


office supplies as needed.


  Recurring appointments: Reestablish all repeat calendar meetings.
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Create a 
Weekly 
Attendanc
e Report 



Enter 
Room 
name or Enter 
details in 



Occupancy B L D LN B L D LN B L D LN B L D LN B L D LN B L D LN
Enter 
Period 



0%-9% 1
10%-19% 1 2 2Enter 



Teacher 20%-29% 3 3 3 1 1 1 1 1 1
30%-39% 3 3 3 1 2 1 2 1 1 1



Enter 
Course 



40%-49% 4 4 4 3 3 3 3 2 2 2
50%-59% 4 4 4 3 3 3 4 3 1 1 2 2 2



Enter 
Week of 



60%-69% 4 4 4 4 4 4 4 5 5 2 2 3 3 3 3
70% + 4 4 4 4 5 4 4 5 5 5 3 2 2 3 3 3 3



Grab & Go
1.  "Continental" type fare; limited hot options; hot/cold beverages.  All items are guest self-service and presented in disposable/carry-out packaging.
2.  Lunch/Dinner (or "All Day") should included minimal cold-prepped fare; hot/cold beverages; limited retail snacks.
3.  Offerings are increased throughout the day with labor being scaled as appropriate based on forecasted volume/capture.
4.  Return to full-service operations and menu offerings.



All Purpose Restaurant (3 Meal)
1.  Limited a la carte menu offerings should be available with the option of "to-go" or guest pick-up.  No buffet offering for Breakfast.
2.  Limited cold and grilled protein offerings; cold items should pair with what is being offered in the Grab & Go.
3.  Offerings are increased throughout the day with labor being scaled as appropriate based on forecasted volume/capture.
4.  Return to full-service operations and menu offerings.
5.  Breakfast buffet available if offered.



Bar/Lounge
1.  Service bar only to support All Purpose Restaurant beverage orders.
2.  Full bar offerings with limited light fare as paired with the All Purpose Restaurant Dinner menu.
3.  Full menu available for Dinner.
4.  Full bar offerings with menu as paired with the All Purpose Lunch menu.
5.  Return to full-service operations and menu offerings.



Specialty Restaurant
1.  Limited menu offerings - roughly scaled at 50%.
2.  Full menu available for Dinner service.
3.  Activate full menu if outlet currently offers Lunch serivce.



Pool
1.  Limited menu dirived from the All Purpose Restaurant and/or Bar/Lounge menus.
2.  Full menu offerings available.



Room Service
1.  Limited menu paired with Grab & Go offerings - serviced in disposable packaging; Breakfast pre-orders not available.
2.  Offerings are increased throughout the day and paired with menu offerings from the All Purpose Restaurant.
3.  Full menu offerings available to include options from the Specialty Restaurant.



L = Lunch



D = Dinner



LN = Late Night



B = Breakfast



Scalable Outlet Operations Model
MODEL WILL VARY BASED ON PROPERTY SIZE (KEYS), GUEST HOUSE COUNTS, GROUP CAPTURE, SEASONALITY AS WELL AS OTHER FACTORS.



All Purpose Rest Bar/Lounge Specialty Rest Pool Room ServiceGrab & Go
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Public Space – Cleaning Public Areas 


 
OBJECTIVE:   All public or guest areas will be maintained and disinfected throughout the day. 
 
TRAINING MATERIALS & 
RESOURCES:   


Cleaning cart, 35-gallon trash bags, 35-gallon recycling bags, 10-gallon 
trash can liners, Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant, Ecolab Peroxide Glass and Surface Cleaner, disposable 
cloths, microfiber duster, Windsor upright vacuum, vinyl gloves, other 
PPE as needed 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


Dusting/Disinfecting High Touch Surfaces    
1. Prepare your work area 


 Gather all necessary materials and equipment 
 Before each step of the cleaning process, put clean gloves 


on your hands 
 Practice social distancing by staying at least six feet from 


other people 


   


2. Use appropriate Personal Protective Equipment as directed by 
the manufacturer SDS sheets. 


 


   


3. Use Microfiber Duster across high surfaces and work down.  
 Move around the room from left to right.  


 


   


4. Use disposable cloth and Ecolab Peroxide Multi-Surface Cleaner 
and Disinfectant  


 Spray all high touch surfaces (hand rails, door handles, non-
porous arm chairs, etc.) with Ecolab Peroxide Multi-Surface 
Cleaner and Disinfectant and let saturate for 45 seconds 
before wiping dry with a disposable cloth  


 Dispose of disposable cloth in between wiping dry each 
surface to reduce cross contamination  
o No cloth or tech surfaces should be disinfected with the 


Ecolab Peroxide Multi-Surface Cleaner and Disinfectant.  
 


   


Trash and Recycling Removal 
 


   


5. Use appropriate Personal Protective Equipment as directed by 
the manufacturer SDS sheets. 


 


   


6. Do not put your hand in the trash or push down on trash. 
 Use a small broom to push trash down into bag. 


 


   


7. Identify biohazards. 
 Don’t touch or remove contaminants unless you have been 


trained and directed to do so by your supervisor. 


   


Department: Housekeeping 
Position: Public Space Attendant 
Date Updated: May 2020 
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
 


8. Don’t lift the container; just replace the liner. 
 


   


9. Pull up the sides of liner and tie bag closed. 
 


   


10. Place full bags in the public areas storage area for removal to 
the loading dock trash compactors and recycling containers. 


 


   


11. Spot clean containers as necessary using the Ecolab Peroxide 
Multi-Surface Cleaner and Disinfectant by saturating all high 
touch surfaces for 45 seconds before wiping dry with a 
disposable cloth.  


 Dispose of disposable cloth in trash 
 


   


12. Install new liner. 
 


   


Window and Glass Cleaning 
 


   


13. Use appropriate Personal Protective Equipment as directed by 
the manufacturer SDS sheets. 


 


   


14. Utilizing the Ecolab Peroxide Glass and Surface Cleaner, 
saturate all glass surfaces within arms reach and leave for 45 
seconds before wiping dry with a disposable cloth.  


 Dispose of disposable cloth in trash.  
 


   


15. Utilizing the Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant, saturate the window seal and window frame within 
arms reach and leave for 45 seconds before wiping dry with a 
disposable cloth.  


 Dispose of disposable cloth in trash.  
 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Public Space Tote/ Equipment Disinfection 


 
OBJECTIVE: To ensure all totes/equipment shared and used in the public space 


areas are disinfected before and after every use 
 
TRAINING MATERIALS & 
RESOURCES:   


Ecolab Peroxide Multi-Surface Cleaner and Disinfectant; Clorox 
disinfectant wipes; plastic tote; dusters, housekeeping machines: floor 
scrubber, floor polisher, floor barnisher, Windsor/Karcher chariot 
vacuums, Windsor handheld vacuums, Windsor/Karcher chariot floor 
scrubber, Windsor Icapsol machine, steam cleaning machines; vinyl 
gloves; disposable cloths, trash bags 
 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Prepare your work area 
 Gather all necessary materials and equipment 
 Materials inside each tote are as follows, (1) bottle of Ecolab 


Multi-Surface Cleaner and Disinfectant, (1) bottle of Ecolab 
Peroxide Glass and Surface Cleaner, disposable cloths, vinyl 
gloves 


 Before each step of the cleaning process, put clean gloves 
on your hands 


 Practice social distancing by staying at least six feet from 
other people 
 


   


2. Disinfecting plastic tote 
 Using vinyl gloves, begin by removing all materials/tools from 


tote 
 Using Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant, spray the inside of tote, ensure chemical 
saturates all surfaces and allow for 45 seconds before wiping 
dry with a disposable cloth.  


 Dispose of soiled cloth in trash bag   
 Saturate the handles of all materials/tools with Ecolab 


Peroxide Multi-Surface Cleaner and Disinfectant and allow 
for 45 seconds before wiping dry with a disposable cloth.  


 Dispose of soiled cloth in trash bag.   
 


   


  


Department: Housekeeping 
Position: Public Space Attendant 
Date Updated: May 2020  
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3. Disinfecting of machines 
 Retrieve keys to appropriate machine (if applicable) and 


wipe keys off using Clorox disinfecting wipes 
 Turn on machine and maneuver to an area away from other 


objects 
 Using Clorox disinfecting wipes, begin wiping the machine 


from top to bottom, ensuring all high touch areas of the 
machine are being wiped (i.e. steering wheel, on/off switch, 
hand controls, battery plug in port, extension cord, water 
filling caps, discharge port of used water)     


 Once machine has been fully wiped down, dispose of soiled 
cloth in the trash bag 


 Return the machine and keys (if applicable) to the original 
location 


o Surface disinfected by Clorox wipes need to stay 
wet/air dry for 10 minutes to be disinfected.  


 


   


 


 
 


 
 
 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Disinfecting Public Restrooms 


 
OBJECTIVE:   All restrooms in the Public Space Areas will be disinfected at least every 60 minutes 


during the hours of operation of the specific area based on activity. 
 
TRAINING MATERIALS & 
RESOURCES:   


Disposable cloths, Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant, Ecolab Peroxide Glass and Surface Cleaner, 35-gallon 
trash bags, trash liners, cleaning cart, anti-bacterial hand soap, paper 
towel, and vinyl gloves. 
 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Prepare your work area 
 Gather all necessary materials and equipment 
 Before each step of the cleaning process, put clean gloves 


on your hands 
 Practice social distancing by staying at least six feet from 


other people 
 


   


2. Knock and Announce 
 Prior to entering a restroom, knock on the door three times 
 Announce, “housekeeping” 
 Listen for a response 
 Use best judgement for making entry based on the response 
 Ensure minimal guests are present in the restroom area 


before beginning work 
 Begin at the back of the restroom and work towards the front, 


making entry into each stall 
 


   


3. Check all trash receptacles 
 For any trash receptacles that are more than half full, remove 


the trash liner and tie to close 
 Place the closed trash liner into the trash bag 
 Spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant in the trash can, ensure all surfaces are 
saturated and let the chemical sit for 45 seconds before 
drying with disposable cloth 


 Dispose of the soiled cloth in the trash bag 
 Place a new liner in the trash can 
 


   


4.  Disinfect the partitions 
 Spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant directly on partitions, ensure all surfaces are 
saturated and let the chemical sit for 45 seconds before 
drying with a disposable cloth  


 Dispose of soiled cloth in trash bag 
 


     


Department: Housekeeping 
Position: Public Space Attendant 
Date Updated: May 2020  
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Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
5.  Disinfect toilet area 


 Spray Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant on the toilet seat, handle/flusher, ensure all 
surfaces are saturated and let the chemical sit for 45 seconds 
before wiping dry with a disposable cloth  


 Dispose of soiled cloth in trash bag 
 


   


6. Disinfect the partition door 
 Spray Ecolab Peroxide Multi-Surface Cleaner and Disinfectant 


directly on both sides of the partition door, ensure all surfaces are 
saturated and let the chemical sit for 45 seconds before drying 
with a disposable cloth  


 Dispose of soiled cloth in trash bag 
 


   


7. Disinfect the urinals (applies to the men’s restrooms only) 
 Spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant directly on urinal handle/flusher and partitions, 
ensure all surfaces are saturated and let the chemical sit for 
45 seconds before drying with a disposable cloth  


 Dispose of the soiled cloth in trash bag 
 


   


8. Disinfect and restock sink areas 
 Disinfect the sink area 


o Spray Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant on the surface of the counter, sink 
handle/faucet and sink bowl, ensure all surfaces are 
saturated and let the chemical sit for 45 seconds 
before drying with a disposable cloth  


o Dispose of soiled cloth in trash bag 
 Restock and disinfect soap and paper towel dispensers 


o Fill all soap dispensers with anti-bacterial hand soap 
o Spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant directly onto surface of the soap 
dispenser, ensure all surfaces are saturated and let 
the chemical sit for 45 seconds before drying with a 
disposable cloth  


o Dispose of the soiled cloth in trash bag 
o Restock paper towels 
o Spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant onto surface of paper towel dispenser, 
ensure all surfaces are saturated and let the 
chemical sit for 45 seconds before drying with a 
disposable cloth  


o Dispose of the soiled cloth in trash bag    
 Clean and disinfect the mirrors 


o Spray Ecolab Peroxide Glass and Surface Cleaner 
directly onto mirror, ensure all surfaces are saturated 
and let the chemical sit for 45 seconds before drying 
with a disposable cloth  


o Dispose of the soiled cloth in trash bag 
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9. Mop the restroom floor, following the Mopping STO 
                      


   


10. Disinfect door handles 
 Spray Ecolab Peroxide Multi-Surface Cleaner and 


Disinfectant on all door handles, inside and outside, of the 
entry and exit doors ensure all surfaces are saturated and let 
the chemical sit for 45 seconds before wiping dry with a 
disposable cloth 


 Dispose of the soiled cloth in trash bag 
 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Furniture Placement & Reset   
 


OBJECTIVE:   To ensure all furniture in the public areas are placed in accordance with Centers For 
Disease Control and Prevention (CDC) recommended social distancing practices.    


 
TRAINING MATERIALS & 
RESOURCES:   


 Refer to www.cdc.gov to ensure accordance is accurate. Measuring 
tape, vinyl gloves, Clorox disinfectant wipes, trash bag.  
 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Ensure all public space furniture (i.e. tables, chairs, couches, 
bar stools, stand alone tables) are six feet apart 


 
 Begin by walking public space areas 
 Using vinyl gloves and measuring tape, measure the distance 


between all furniture to ensure that it is a minimum of six feet 
apart 


 Remove or rearrange furniture as needed in order to be in 
compliance with the CDC’s recommendation 


 Once furniture is in desired location use Clorox disinfectant 
wipes on all hard surfaces of the furniture that was moved 


 Dispose Clorox disinfectant wipe in trash bag, do not reuse 
wipe on other pieces of furniture   


 


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
 


 


 


 


 


 


 


 


  


  
Department: Housekeeping  
Position: Public Space Attendant  
Date Updated: May 2020  
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F&B Outlet Disinfecting  


 
OBJECTIVE:   To properly and efficiently disinfect surfaces in F&B Outlets  
 
TRAINING MATERIALS & 
RESOURCES:   


Electrostatic Sprayer, Ecolab Peroxide Multi Surface Cleaner and 
Disinfectant, Ecolab Peroxide Glass and Surface Cleaner, Disinfecting 
Wipes, Broom. 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Once arriving in the F&B Outlet ensure all dishes, utensils, linen 
and napkins are removed from the areas that will be disinfected.  


 All dishes and utensils should be disinfected in the kitchen.  
o See “Dish Washing STO” 


 


   


2. Using the Ecolab Peroxide Multi Surface Cleaner spray all 
ledges and tables within arm’s reach, completely saturates the 
surface and allow for the chemical to remain on the surface for 
45 seconds. 


 After 45 seconds, wipe dry with disposable cleaning cloth and 
dispose of cleaning cloth.   
 


   


3. If glass is present, follow the same steps notated in step #2 
while utilizing the Ecolab Peroxide Glass and Surface Cleaner. 
 


   


4. After all surfaces have been disinfected the team member will 
sweep all the floors in preparation for using the electrostatic 
sprayer.  
 


   


5. After all surfaces have been disinfected and swept, the team 
member will utilize the electrostatic sprayer on all surfaces 8ft 
and down, to include the floor.  


 See Electrostatic Operation STO for guide on proper use of 
this equipment.  
 


   


    
 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 


Department: Housekeeping 
Position: Public Space Attendant 
Date Updated: May 2020 
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Stairwell Disinfecting  


 
OBJECTIVE:   To properly and efficiently disinfect all stairwells.   
 
TRAINING MATERIALS & 
RESOURCES:   


Electrostatic Sprayer, Ecolab Peroxide Multi Surface Cleaner and 
Disinfectant, Ecolab Peroxide Glass and Surface Cleaner, Disinfecting 
Wipes, Broom. 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Prepare your work area 
 Gather all necessary materials and equipment 
 Materials inside each tote are as follows, (1) bottle of Ecolab 


Multi-Surface Cleaner and Disinfectant, (1) bottle of Ecolab 
Peroxide Glass and Surface Cleaner, disposable cloths, vinyl 
gloves 


 Before each step of the cleaning process, put clean gloves 
on your hands 


 Practice social distancing by staying at least six feet from 
other people 


 


   


2. Once arriving at the staircase door, the Ecolab Peroxide Multi 
Surface Cleaner and Disinfectant will be sprayed on the door, 
signage and door knobs/handles. 


 Disposable cloths should be utilized when wiping and 
surfaces with disinfectant spray.  


 If glass is present the same process should be followed using 
Ecolab Peroxide Glass and Surface cleaner.  


 Note – Ensure Ecolab Peroxide completely saturates the 
surface and it must sit for 45 seconds before being wiped off 
if applied from spray bottle.  


   


3. After 45 seconds have passed, the door, signage and door 
knob/handle will be wiped down.  


 Same applies for glass if present.  
 Disposable cloths should be utilized when wiping and 


surfaces with Ecolab Peroxide Multi Surface Cleaner and 
Disinfectant.  


   


4. After the exterior of the door is disinfected the team member will 
enter the staircase and complete the same process on the 
interior side of the door.  


   


5. Once the doors and signage have been disinfected the team 
member will move to any rails or ledges within arm’s reach and 
utilize the Ecolab Peroxide Multi Surface Cleaner and 
Disinfectant following the same process listed under step #1.  


 Continue these steps on all floors/levels of the staircase until 
all surfaces have been disinfected. 


   


6. Once all surfaces have been disinfected the team member will 
sweep all floors in preparation for use of the Electrostatic 
sprayer.  


   


6Department: Housekeeping 
Position: House Attendant 
Date Updated: May 2020 







Skills Training Outline 


Deloitte University  Page 2 of 2 
 


Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
7. After all surfaces have been disinfected the team member will 


utilize the electrostatic sprayer on all surfaces 8ft and down, to 
include the floor.  


 See Electrostatic Operation STO for guide on proper use of 
this equipment.  


   


 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 







Skills Training Outline 


 


 
Cleaning Offices 


 
OBJECTIVE:   Benchmark Offices will be cleaned one time each day, Monday through Friday, to 


ensure all areas are cleaned and disinfected 
 
TRAINING, MATERIALS 
& RESOURCES:   


Cleaning cart, 35-gallon trash bags, 35-gallon recycling bags, 10-gallon 
trash can liners, Ecolab Peroxide Multi-Surface Cleaner and 
Disinfectant, Ecolab Peroxide Glass and Surface Cleaner, disposable 
cloths, microfiber duster, Windsor upright vacuum, vinyl gloves, other 
PPE as needed 


 
Standards and Steps Training Steps  


(* Initial & Date) 
Explain Demo Execute 


1. Prepare your work area 
 Gather all necessary materials and equipment 
 Before each step of the cleaning process, put clean gloves 


on your hands 
 Practice social distancing by staying at least six feet from 


other people 
 


   


2. Following the flow of offices and cubicles, empty all black trash 
cans into the 35-gallon trash bag 


 Remove trash can liner, tie to close, and place in the 35-
gallon trash bag 


 Using a disposable cloth and Ecolab Peroxide Multi-Surface 
Cleaner and Disinfectant, wipe out the trash containers 


 Place a new trash can liner in the black trash cans 
 Place trash can in the walk way by the desk to show the can 


has been emptied 
 


   


3. Empty all blue recycling containers into the clear 35-gallon 
recycling bags 


 Dump the contents of the recycling container into the 35-
gallon recycling bags, place the liner into the 35-gallon trash 
bag 


 Using a disposable cloth and Ecolab Peroxide Multi-Surface 
Cleaner and Disinfectant, wipe out the recycling containers  


 Place a new liner in the blue recycling containers 
 Place the blue recycling can in the walk way by the desk to 


show the container has been emptied 
 


   


4. Remove and replace the 35-gallon trash bags and 35-gallon 
recycling bags once they become full 


 Tie to close and place the full bags in the service landing 
o Do not place the bags on any carpeted areas as liquids in 


the bags can leak and stain the carpet 
 If any spills or leaks occur in the service landing, refer to 


mopping STO for cleaning procedures 


   


Department: Housekeeping 
Position: Public Space Attendant 
Date Updated: May 2020 







Skills Training Outline 


 


Standards and Steps Training Steps  
(* Initial & Date) 


Explain Demo Execute 
 


 Clean the desk areas 
 Spray Ecolab Peroxide Multi-Surface Cleaner Disinfectant directly 


onto surface of the desk and let saturate for 45 seconds before 
wiping dry with disposable cloth  


o Only clean the areas exposed, do not move any papers, 
documents or other personal items on the desk 


 Spray Ecolab Peroxide Multi-Surface Cleaner Disinfectant directly 
onto surface of the arms of the chair and let saturate for 45 
seconds before wiping dry with disposable cloth  


 Using the microfiber duster, dust the legs of the chair 
 Dispose of soiled cloth in the 35-gallon trash bag 
 Replenish office-use disinfectant wipes and hand sanitizer as 


needed 
 


   


5. Clean all phone receivers 
 Using a disposable cloth and Ecolab Peroxide Multi-Surface 


Cleaner and Disinfectant, spray disposable cloth with Ecolab 
Peroxide Multi-Surface Cleaner and Disinfectant 


 Clean the desk phone receiver, making sure to remove any 
dirt and debris. 


 


   


6. Vacuum 
 See: STO: Vacuuming Using Upright Vacuum 


 


   


 Inspect all interior glass doors for finger prints 
 Spray Ecolab Peroxide Glass and Surface Cleaner directly onto 


glass surface and let saturate for 45 seconds before wiping dry 
with disposable cloth  


 Spot clean any finger prints from glass partitions and doors by 
spraying the Ecolab Peroxide Glass and Surface Cleaner directly 
onto the surface and let saturate for 45 seconds before wiping 
dry with disposable cloth  


 Dispose of soiled cloth in the 35-gallon trash bag 
 


   


7. Clean all door knobs and handles 
 Spray Ecolab Peroxide Multi-Surface Cleaner and Disinfectant 


directly onto surface of door knobs and handles and let saturate 
for 45 seconds before wiping dry with disposable cloth  


 Dispose of soiled cloth in the 35-gallon trash bag 
 


   


8. Turn off all lights and secure the office area upon completion 
 


   
 


* Not to be initialed until trainer and trainee are comfortable with trainee’s ability to perform the skill. 
 


 
 
_______________________________ _______________________________ ___________________ 
Employee Print Name  Employee Signature   Date 
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Date 


NAME 
ADDRESS 
 
 Re: Separation of Employment 
 
Dear [NAME], 
 
 As you know, due to the COVID-19 pandemic and the deterioration of business as a result of the 
foregoing, we placed you on furlough on [DATE], with the expectation that you would return when the 
Company recalled you to work.     
   
 The property re-opened on x and offered to [return you to work] under [your prior OR a modified]] 
pay plan effective [DATE].  You declined the Company’s offer.  The Company is therefore separating your 
employment effective [DATE]. 
 
 We will classify your separation as a voluntary resignation, and you will be eligible for re-hire.  You 
have been paid all wages through your last day worked and have exhausted all PTO.  You will receive 
information about continuation of health benefits through COBRA in the mail.   


 
     Sincerely, 
 
 
     Company Representative 


 
 








EMPLOYEE RETURN TO WORK INFORMATION SUMMARY  


GENERAL:   
 
Employee Name       Date of 1st Return to Worksite            Work Hours 
 
___________________________     __________________________  ____________________ 
 
Job Title   Department      Supervisor   Date of Hire 
 
____________________ ________________     ___________________ ____________________ 
 
Work Location      Last Day on Site 
 
__________________________   ______________________ 
 
COVID-19 RETURN TO WORK PROTOCOLS: 


    Yes/No 
1. During past 21 Days, Have You:     


  a. Been tested for COVID-19?     
  • Positive?     
  • Negative?     
  b. Been personally requested to quarantine by a doctor or other medical authority?     
  c. Been exposed to any household member, close relative or friend who tested positive? When?     
  d. Run a fever over 100.4° within past 14 days?     
  e. Experienced shortness of breath within past 14 days?     
  f. Experienced coughing symptoms that are not normal for you within past 14 days?     
  g. Experienced loss of taste or smell, chills shaking sore throat, or muscle aches within past 14 days?     
  h. Experienced any other unusual flu-like symptoms within past 14 days?     
  i. Traveled outside the State of (Florida)? When? To Where? _________________________     
  j. Been visited by relatives or friends from outside the State of Florida? When? From Where? ___________     
        
2. By returning to the worksite, I agree to:     


  a. Have my temperature taken (non-invasive) if I am asked to     
  b. Wear personal protective equipment (e.g. mask, gloves), if I am asked to     
  c. Practice required hand washing or sanitizer frequently during the work day     
  d. Always practice social distancing during time in all work areas, lunch/break rooms, restrooms, hallways and   


      parking garage areas 
    


  e. Avoid situations where social distancing is not reasonably possible (e.g., group meetings of over 10 people)     
  f. Practice requested sanitation tasks in my work area – as needed and/or directed     
  g. Raise any health or sanitation concerns to my manager at my earliest opportunity     
    h.  Report any sudden or suspicious changes in my health (fever, coughing, nausea) or within my immediate   


       household to my manager 
    


     i.   Call to request time off from work if I, or a close family member, becomes infected, is placed under observation, or 
        suspects infection 


    


 


 
 
 







3. Currently, I:     
  a. have applied for – but not received – state unemployment payments     
  b. am receiving the additional federal required unemployment payment     
  c. am willing to return to on-site work     
  d. prefer to continue working remotely – if possible      


 
Employee Date 
 
____________________________ ____________ 








Create a 
Weekly 
Attendanc
e Report 


Enter 
Room 
name or Enter 
details in 


Occupancy B L D LN B L D LN B L D LN B L D LN B L D LN B L D LN
Enter 
Period 


0%-9% 1
10%-19% 1 2 2Enter 


Teacher 20%-29% 3 3 3 1 1 1 1 1 1
30%-39% 3 3 3 1 2 1 2 1 1 1


Enter 
Course 


40%-49% 4 4 4 3 3 3 3 2 2 2
50%-59% 4 4 4 3 3 3 4 3 1 1 2 2 2


Enter 
Week of 


60%-69% 4 4 4 4 4 4 4 5 5 2 2 3 3 3 3
70% + 4 4 4 4 5 4 4 5 5 5 3 2 2 3 3 3 3


Grab & Go
1.  "Continental" type fare; limited hot options; hot/cold beverages.  All items are guest self-service and presented in disposable/carry-out packaging.
2.  Lunch/Dinner (or "All Day") should included minimal cold-prepped fare; hot/cold beverages; limited retail snacks.
3.  Offerings are increased throughout the day with labor being scaled as appropriate based on forecasted volume/capture.
4.  Return to full-service operations and menu offerings.


All Purpose Restaurant (3 Meal)
1.  Limited a la carte menu offerings should be available with the option of "to-go" or guest pick-up.  No buffet offering for Breakfast.
2.  Limited cold and grilled protein offerings; cold items should pair with what is being offered in the Grab & Go.
3.  Offerings are increased throughout the day with labor being scaled as appropriate based on forecasted volume/capture.
4.  Return to full-service operations and menu offerings.
5.  Breakfast buffet available if offered.


Bar/Lounge
1.  Service bar only to support All Purpose Restaurant beverage orders.
2.  Full bar offerings with limited light fare as paired with the All Purpose Restaurant Dinner menu.
3.  Full menu available for Dinner.
4.  Full bar offerings with menu as paired with the All Purpose Lunch menu.
5.  Return to full-service operations and menu offerings.


Specialty Restaurant
1.  Limited menu offerings - roughly scaled at 50%.
2.  Full menu available for Dinner service.
3.  Activate full menu if outlet currently offers Lunch serivce.


Pool
1.  Limited menu dirived from the All Purpose Restaurant and/or Bar/Lounge menus.
2.  Full menu offerings available.


Room Service
1.  Limited menu paired with Grab & Go offerings - serviced in disposable packaging; Breakfast pre-orders not available.
2.  Offerings are increased throughout the day and paired with menu offerings from the All Purpose Restaurant.
3.  Full menu offerings available to include options from the Specialty Restaurant.


L = Lunch


D = Dinner


LN = Late Night


B = Breakfast


Scalable Outlet Operations Model
MODEL WILL VARY BASED ON PROPERTY SIZE (KEYS), GUEST HOUSE COUNTS, GROUP CAPTURE, SEASONALITY AS WELL AS OTHER FACTORS.


All Purpose Rest Bar/Lounge Specialty Rest Pool Room ServiceGrab & Go








Stay home when you are sick,
except to get medical care.


Wash your hands often with soap 
and water for at least 20 seconds.


Cover your cough or sneeze with a tissue, 
then throw the tissue 
in the trash.
 


Clean and disinfect frequently 
touched objects and surfaces.


Avoid touching your 
eyes, nose, and mouth. 


Avoid close contact with people who are sick. 


When in public, wear a cloth 
face covering over your 
nose and mouth.


Help prevent the spread of respiratory diseases like COVID-19.


Stop the Spread of Germs


cdc.gov/coronavirus
316351-A  April 7, 2020 9:58 AM



http://cdc.gov/coronavirus






With rGuest Buy OnDemand, guests can place and pay for orders using their own device 
- phone, tablet, laptop - from anywhere for pick-up or delivery.


rGuest Buy OnDemand from Agilysys delivers an easy to 
use browser-based ordering experience that guests can 
access from the safety of their own room or home. The 
result is delighted guests and continued revenue while 
your dining room is closed.


Why choose rGuest Buy OnDemand?
> Simplify Food & Beverage Ordering Anywhere


• No user app to download or maintain
> Works With Your Existing InfoGenesis POS (v4.5.1 SP2 or higher)*


•  Integration with your menus and pricing
>  Display Delivery/Pick-up Wait Times


•  Manage order intake throttling
>  You Trust Agilysys


•  Trust your most valuable asset - your guests - with a solution 
from a trusted partner


Copyright © 2020 by Agilysys NV, LLC. All rights reserved. Neither this document nor any portion of the contents of this document may be reproduced or transmitted in any form or by any means without the prior written permission of Agilysys 
NV, LLC. This document may be changed at any time without notice. This document contains confidential information of Agilysys NV, LLC. which may not be used or further disclosed without the prior written permission of Agilysys NV, LLC. All 
trademarks, and registered trademarks are the property of their respective owners. 03/20


See rGuest Buy OnDemand in Action!
For one or multiple venues, you determine the items to offer 


while keeping your F&B service flowing. 


Schedule a Demo today!
Visit www.Agilysys.com/OnDemand or call: 877.369.6208


Contact Agilysys today to learn more!
877.369.6208  |  SALES@AGILYSYS.COM  |  AGILYSYS.COM
*Room Charges supported in IG 4.5.2 SP2


ABOUT AGILYSYS
Agilysys has been a leader in hospitality software for more than 40 years, delivering innovative guest-centric technology 


solutions for gaming, hotels, resorts and cruise, corporate foodservice management, restaurants, universities, stadia and 


healthcare. Agilysys offers the most comprehensive software solutions in the industry, including point-of-sale (POS), property 


management (PMS), inventory and procurement, payments, and related applications, to manage the entire guest journey. 


Agilysys is known for its leadership in hospitality, its broad product offerings and its customer-centric service. Some of the 


largest hospitality companies around the world use Agilysys solutions to help improve guest loyalty, drive revenue growth 


and increase operational efficiencies. Agilysys operates across North America, Europe, Asia-Pacific, and India with 


headquarters located in Alpharetta, GA. For more information visit Agilysys.com.


RGUEST® BUY ONDEMAND
SELF-SERVICE ORDERING 
Keep the F&B orders flowing while supporting
social distancing with guest self-service












 
 


 
Being the Difference for our Employees, Guests, Owners, Industry Partners and Visitors 
 


STOP 
 
To do our part in preventing the spread of COVID-19 in our community and workplace, we are 
restricting access to this facility for anyone who may have recently been exposed to the virus. 
Please read this carefully.  
 
By entering this facility, you are affirming and attesting that:  
 
(a) You have not in the last 14 days had any close contact with anyone who is either confirmed 
or suspected of being infected with COVID-19, including anyone who was experiencing or 
displaying any of the known symptoms of COVID-19 (which are listed in item (c) below); AND  


(b) You have not in the last month traveled to a restricted area that is under a Level 2, 3, or 4 
Travel Advisory according to the U.S. State Department (including China, Italy, Iran, and most of 
Europe); AND  


(c) You do not currently experience or display, and you have not in the last 14 days experienced 
or displayed, any of the following symptoms:  


Cough Persistent headaches 
Loss of smell and/or taste Sore throat  
Muscle pain  Chills, Repeated shaking with chills  
Fatigue Diarrhea 
Feeling feverish or a measured temperature 
greater than or equal to 100.0 degrees 
Fahrenheit  


Feeling feverish or a measured temperature 
greater than or equal to 100.0 degrees 
Fahrenheit  


Shortness of breath and/or difficulty 
breathing 


Known close contact with a person who is lab 
confirmed to have COVID-19  


If you answered YES to any of the above statements, you may NOT enter this building.  
Thank you for your cooperation. 


 







