
Staff Fitness & Return To Work

Task Process Frequency Person 
Responsible Record of Action Taken Check

Carry out a 
return to work 
conversation, 
this should be 
carried out with 
all staff returning 
to work to 
ensure staff 
safety, cover 
suggested 
topics

• Survey staff to find out pre-existing conditions
• Staff with/living with someone with symptoms
• Identify staff within or living with people shielding and communicate 

latest Government advice to them
• Staff who has been close to someone with CV19

• Review fitness to work status regularly
• Reinforce controls regularly 

e.g. Once

e.g. Weekly

OPERATIONAL CHECKLIST

Checklist continued overleaf

STAY

The following checklist has been developed to act as an 
adaptable ‘how to guide’ to support recovery across the 
local hospitality sector. 

It has been developed in accordance with UKHospitality 
and Government guidance, along with support from the 
management at Gleneagles Guest House.  

It looks to cover three key principle areas to address as we 
plan for recovery:

1. Staff and Customer Safety
2. Housekeeping and Cleaning
3. Physical Distancing



Staff Protection

Task Process Frequency Person 
Responsible Record of Action Taken Check

All Government 
/PHE advice 
should adhered 
to with regard 
to protection of 
staff from CV-19 
and actions 
to limit risk of 
transmission. 
This will include 
tissue disposal, 
coughing 
and sneezing, 
identifying 
Infection 
and isolation 
measures.

• Remember the routes of transmission, and to work out what actions 
are best in your business.

• Regularly disinfect all frequently touched areas in staff areas such as 
tables, chairs, counters tills, card machines etc.

• Stagger timings for staff breaks to reduce gathering and ensure 
social distancing rules apply at all times. 

• Reduce gathering in areas such as reception/office, reduce sharing 
of phones, keyboard, mouse and desk and regularly disinfect 
these items.

• Inform staff that uniforms should be washed at temperatures 
above 60°C or a laundry sanitising agent used if the fabrics 
can’t be washed at such a temperature.

• There is more control if laundry is washed in-house or 
professionally, rather than staff taking it home.

• PPE Provision and use of proactive clothing to be compliant with 
Government and PHE advice 

• Training given to ensure all staff understand the new risks, and 
this should include details on 2m social distancing, routes of 
transmission and the importance of hand washing and surface 
disinfection at key times.  All staff should be instructed about not 
coming to work if they have a fever or new cough. They should 
stay at home for seven days (or as long as guidance dictates).

• Develop kitchen plan and communicate to staff – should 
include being the required distance away from each other as 
much as possible, Government guidance around, detergent 
and disinfectant to kill the virus and enhanced sanitation 
procedures. 
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Customer Safety - Reception

Task Process Frequency Person 
Responsible Record of Action Taken Check

Information 
should be 
made available 
to guests 
via pre-stay 

• If possible use screens between staff/visitors in communal areas
• Communicate to customers social distancing rules and additional 

hygiene measures are in place.
• Make clear in pre-stay communications the extra measures that are 

being taken, to offer reassurance.
• Observe social distancing, for example, if there is a queue for the 

reception desk.
• Make sure all reception staff, guests and visitors have access to 

sanitiser at the desk and throughout accommodation and that staff 
use this between serving guests.

• Reception desks should be organised so that staff can be the 
current social distance level away from guests as much as possible.

• Use floor markings or other physical indicators, where 
implementation is appropriate and possible, to act as visible 
reminders of social distancing requirements.

• When guests sign documents and use the chip and pin machine, 
reception staff should step back to keep their distance. Any pens 
or machines that are used should be disinfected before the next 
guests, and staff should sanitise their hands.

• If staff help guests with luggage, they should keep the required 
social distance apart from guests whilst collecting luggage and 
either take it to the room before the guest arrives there or knock 
on the door, step back and leave the luggage at the door. After 
handling luggage, staff should wash their hands or use a hand 
sanitiser afterwards.

•  Consider central key card deposit box placed in lobby for 
disinfection or room keys.

•  Consider how to minimise lift usage from reception and advice for 
safer use of lifts throughout accommodation. Advise in pre-stay 
communications and in-building signage

•  Regularly disinfect lift panels and buttons
•  Hand sanitiser to be made available near lifts.
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Customer Safety - Room Service

Task Process Frequency Person 
Responsible Record of Action Taken Check

Develop 
a plan to 
minimise cross-
contamination 
and include 
within the risk 
assessment. 
In-room dining 
has obvious 
advantages in 
terms of social 
distancing and 
would assist the  

• Manage expectations - ensure guests know that staff will have to 
operate social distancing and that room service trays will not be 
brought into the room.

• Ensure staff wash their hands before picking up the room service tray 
to take to the guests and immediately after collecting trays from 
outside guest rooms

• If possible use butlers’ trays which can be left off the floor next to 
the door, or think of other ways to protect the order, for example a 
small light table, or a folding luggage rack both of which have been 
disinfected first.

• Staff should knock on the door and leave the tray outside the door 
and step away. The guest can then pick the tray up, and the staff 
can remove the tray stand or table etc.

• Reduce risk by avoiding paperwork and handling cash.  If the guest 
wants to tip then add to the bill. 

• Make clear whether guests are expected to retain their tray in the 
room, for later collection, or to leave the tray outside their door, for 
collection.

• Where guests are advised to leave trays outside their doors for 
collection, a system will be in place to ensure regular, timely 
collection, to reduce clutter of corridors and reduce cross-
contamination risks.

• When trays are picked up, they must be taken to the relevant area 
and disinfected – crockery and cutlery to go in the dishwasher, and 
the tray to be disinfected. Any linen used must be used in line with 
new housekeeping standards. .

• Disposable gloves and/or aprons must be dealt with in line with 
relevant guidelines.

• Single use items will or should be used where possible and disposed 
of in accordance with relevant
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Customer Safety – Housekeeping

Task Process Frequency Person 
Responsible Record of Action Taken Check

There is a risk of 
contamination/
transmission 
subsequent to 
hand contact 
surfaces in 
bedrooms, 
on linen and 
towels. Staff 
must follow 
handwashing 
guidelines 
as per PHE 
guidance. 
Disinfecting 
gloved hands 
will follow the
same guidelines 
and frequency 
as that of 
handwashing.

• Hotels will review the frequency of the cycle of cleaning and in-
room services to take into account different lengths of stay.

•  Room cleaning will be undertaken in the absence of the guest, 
unless it is difficult for the guest to leave the room (eg due to mobility 
constraints) whereupon social distancing shall be observed in the 
presence of the guest.

•  The frequency of cleaning, requirement for the guest to vacate 
the room and any other relevant criteria shall be communicated 
appropriately, including in pre-arrival communications.

•  Hand contact surfaces should be disinfected. Make a check list of 
all the touch points which could include, but is not limited to, the 
following, all of which would – as a minimum - be disinfected when 
a guest checks in:-

• Light switches
• Bedside tables
• Remote control
• Taps
• Flush handles and toilet seats
• Door handles – inside and out
• Hair dryer handles
• Iron and ironing board, trouser press
• Safe buttons
• Wardrobe doors
• Mini bar handle
• Kettle handle and lid
• Heater and/or air conditioner controls.

•  Keep room collateral to a minimum.
• Glasses and crockery should be removed and washed in a 

dishwasher not the room sink.
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Customer Safety – Health & Fitness Areas/Pools 

Task Process Frequency Person 
Responsible Record of Action Taken Check

Pre-Opening: 
Training course 
completed 
for all Spa 
Managers and 
Spa Attendants 
in infection
prevention 
and control 
-  recognising 
how/what kills 
COVID19 and 
the sterilisation 
and sanitisation 
measures 
needed

• Number of visitors to a spa/gym will be within safe guidelines and 
monitored through the day; booking times for spa/pool encouraged,

• Ask guests to change in their room to stop crowding of changing room
•  Install plastic shield to reception desks that cannot adhere to the 

required 2 metre social distance,
• Reception to use clicking device to count number of guests/ members 

and Spa Manager to monitor social distancing to all areas,
• Use floor markers to assist with distancing in reception/changing room.
•  Overshoes to be worn by all guests/ staff at entrance and increase 

provision of hand sanitisers and signage explaining the procedures 
for sterilisation  and sanitation undertaken,

•  Where possible, allow a 2 metre distance between equipment. Every 
other machine should be OOO/removed to maintain distance.

•  Increase provision of anti-bacterial wipes/sprays/tissues and lidded 
bins with signage to encourage guests to clean equipment after use.

•  Treatment rooms sanitised between each client to include all 
surfaces are wiped, including door handles and chair handles. Spa 
attendant/ Therapist to be trained in how to do this,

•  Provision of hygienic repository for dirty hand towel, use of soluble 
plastic bags which can be placed directly into washing machines.

•  Chlorine use as normal in pools,
• All sweet treats to be individually wrapped or removed,
•  Disposable products only for tea and coffee facilities
•  PPE worn by Therapist for massage and facials to include protective 

glasses (until guidance confirms SOP),
•  Antiseptic essential oils used to introduce all treatments needs to be 

less prescriptive as there may be problems due to allergies etc.
•  Manicure areas to have protective plastic shields or clients wear 

masks for manicure, pedicure and waxing,
•  Use of disposable tools for instruments sterilisation or UV lamps,
•  Spa opening hours managed to allow for safe distancing/ staggered 

treatments and better flow,



Hotels, Guesthouses, B&B’s  - Suspected Coronavirus Cases In Your Business

Task Process Frequency Person 
Responsible Record of Action Taken Check

Suspected 
COVID cases 
and guest self-
isolation
If a guest 
presents 
symptoms of 
COVID-19 or is 
asymptomatic 
but declares 
the need to 
self-isolate, 
they should 
be advised to 
check out and 
return home 
to self-isolate 
according 
to current 
government 
guidance. 
If the guest 
shows acute 
symptoms 
has breathing 
difficulties 
or their life is 
at potential 
risk, seek 
medical help 
immediately.

Where a guest is unable to check out, then the following guidelines 
must be followed:
•  The guest must stay in their room and not visit any public spaces 

including meeting rooms, fitness centre, lounge or restaurant.
•  Arrangements should be made for meals/food to be provided to 

the room,  (e.g. via room service as per protocols previously stated 
or use of local food delivery services). Food should be served with 
disposable plates and cutlery, nothing to be returned to the kitchen.

•  Staff not to provide cleaning or housekeeping services during the 
stay

•  Arrangements should be made to ensure the guests are able to 
make requests for service/assistance remotely (e.g. through the 
hotel operator, telephone or by text) instead of doorknob menus or 
face to face communication

•   Hotel to provide additional linen and extra daily in-room amenities 
(e.g., shampoo, conditioner, soap, tea, coffee, etc.) to limit the 
need to make numerous daily deliveries. Items to be left at the 
guest’s door.

•  Provide rubbish bags for disposal of any guest rubbish. Full bags 
should be stored in the guest’s room until a coordinated time for 
collection.

•  Guests should limit outside visitors to their guest room to medical 
personnel only, out of caution for other customers and staff

•  The guest should contact hotel management prior to checking out 
/ departure from the hotel to provide an update on their condition

• If the fire alarm sounds, normal evacuation procedures should be 
followed, and the guest advise to leave the hotel and proceed to 
the fire assembly point. The hotel should arrange for the guest to be 
supported and isolated from other guests at the assembly point.

•  Disposable gloves should be used whenever staff come in contact 
with an item a guest handled. Ensure those responsible for the 
removal of the guest’s waste wear disposable gloves.
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Accommodation 
cleaning after 
a suspected 
contamination.

Whether an 
infection is 
confirmed or 
suspected 
relating to 
your premises, 
there is specific 
guidance 
that should 
be followed 
which includes 
how to deal 
with bedrooms 
safely. A link to 
this Government  
guidance is 
found here. 

Be aware that 
guidance is 
changing daily 
as more scientific 
evidence 
becomes 
available, 
always check
Government 
sites if a case 
arises in your 
business.

Bedrooms where there has been a suspected infection:
•  Leave the room secure and unoccupied for 72 hours to significantly 

reduce the risk of the virus surviving on surfaces. Do not allow 
anyone to go in – put a notice on the door to remind staff that the 
room is “Out of action.”

•  This will reduce the risk to your housekeeping staff and guests and 
means that soft furnishings which can’t be disinfected easily will be 
safe. If you do this, current UK Government guidance is that you can 
follow normal room cleaning regimes, as detailed above

HVAC units
•  In addition to the cleaning protocols outlined, at checkout of a 

suspected guest infection, the HVAC unit filter should be changed, 
and the old filter bagged and disposed of properly. All vents and 
louvers should be wiped down and cleaned with a disinfectant. 
Appropriate protection worn throughout.

Public Areas
•  Clean and disinfect all high frequency touch points in the public 

areas in the hotel: disinfect surfaces such as grab-rails in corridors 
and stairwells, door handles and lift buttons. Don’t just clean the 
touch points on the floor level where the infected guest was staying, 
others may have picked up the virus and transferred it to other floors 
and areas. 

•  Dispose of any cloths, disposable PPE and mop heads by double 
bagging and keeping secure for 72 hours before disposing in the 
general rubbish.

If you are unable to isolate the room  for 72 hours then contact your  
Public Health England Health Protection Team here for further advice.


