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Getting Started 
What is the CoronaSmart Programme? 

CoronaSmart is a virus management initiative that can be used for any viral 

outbreak situation by businesses to minimise, mitigate and manage their    

operational activities.  It is not a guarantee of safety, but rather a set of    

standards that have been developed to minimise the potential of infection of 

staff, visitors, guests or clients. 

It is a voluntary initiative with standards that have been based on global best 

practice and UN World Health Organisation guidelines, specifically designed 

to minimise the spread of the COVID-19 virus.  

 

How do I implement the standard? 

By simply applying the standard as described in this booklet, you can         

minimise the chances of transmission of viral infections such as COVID-19 for 

yourself, your staff and the travelling public.  

We have provided an interpretation of each standard for you, and you are   

encouraged to study them and apply them – or other measures that you feel 

more appropriate and which may apply to your business.  

For your convenience, the operational areas associated with accommodation 

establishments have been separated.  If these don’t apply to your business  

simply move to the next area. 

Does compliance with the standard mean certification? 

No it doesn’t. Those businesses that want their businesses to be certified and 

endorsed under the CoronaSmart brand, will need to apply separately for this.  

This will provide an independent, third-party confirmation of compliance. 

“Prevention is always better than a cure…” 
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The Standard 
General Requirement Interpretations 

1. A Response Protocol document which is based on the WHO Covid-19       

document must be developed specifically for the business.  This will include     

procedures related to general measures taken to protect guests, and         

protocols that must be followed in the event of an outbreak of the virus in 

the  establishment. 

2. A symptomatic evaluation will include monitoring for any of the key        

infection indicators (symptoms) associated with the virus (cough; flu-like 

symptoms; headache; hi-fever; etc) at the staff entrance.   

Where an individual displays a temperature higher than 38 degrees, they 

should be held one side for 45 minutes before retesting.  If a positive test is 

still obtained, that person should be considered infected unless otherwise 

stated by a health professional. Staff must be encouraged to answer any 

questions honestly and fully to ensure the minimum possible infection rate. 

While no testing or survey of personnel which could infringe on their rights 

is permitted, staff that refuse to be tested must be denied access to the work-

place in terms of whatever legislation exists. 

3. Testing guests and visitors will always be a difficult process, but at the very 

least, they should be made aware of the need to determine their status- for 

their own best interests and for those of your staff.  Determining the        

possible status could include mandatory temperature screening on arrival, 

or simply observation of the tell-tale symptoms by trained staff.  Guests 

could also be required to sign a pre-printed statement of health or requested 

to provide a copy of a COVID-19 test they have undertaken in the previous 14 

days. 

Where the temperature screen indicates a body temperature of more than 38   

degrees, the guest must be advised and offered the opportunity to retest   

after a period of 45 minutes.  If after a waiting period, the guest still         

produces a positive test - or is suspected of being positive by means of      

observation, he/she should be isolated and the appropriate authority must 
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be advised.  

4. Ensure that there are visible notices to guests and staff that raise awareness 

of COVID-19, and of measures that must - and are being taken to safeguard 

them while on your property.  These can include posters and pamphlets, to 

notices and letters depending on the nature of your business.  These must be 

visible in public and private areas as well.   

5. All staff must be provided with the necessary personal protection equipment 

(PPE) according to their function and area of work.  While the use of gloves 

for waiters or reception staff may be difficult to implement (or unsightly), 

they must be provided with the ability to wash or disinfect their hands     

between every guest interaction.  

It is not necessary to dress staff in hazmat suits or coveralls, but every     

reasonable effort must be made to ensure their - and your guests safety is 

assured. 

6. All staff must undergo an initial COVID-19 awareness and training session, 

and thereafter, a bi-weekly refresher course to ensure that the correct           

procedures and policies are being applied, and to maintain awareness of the 

virus.  

Training and awareness must focus on the prevention of transmission and 

on measures that have been implemented at the business. 

7. Because of the risk associated with used PPE, this must be disposed-of in a 

separate bin/receptacle, and treated and managed by a company licenced to 

dispose of medical waste.  It should not be added to your normal waste 

stream.  Where no medical waste company is available, contact your      

nearest Public Health official for advice.  

8. Studies show that the use of hand-dryers in public restrooms and staff areas 

does not effectively clean bacteria on hands.  They also contribute to        

airborne dispersal of any bacteria that may be present.  For this reason, any 

hand-dryers (heated, ultra-violet, etc) must be disconnected and guests and 

staff encouraged to make use of disposable paper towels to dry their hands.  

9. All of these facilities have the potential to spread the disease either through 
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direct transmission, or through airborne contamination.  They must be 

closed until the authorities permit their reopening and use.  Once they are 

reopened, additional cleaning and disinfection regimens must be considered. 

10. Ensure that your cleaning programme for public areas - particularly surfac-

es, door handles and the like, is stepped-up throughout the day.  Don’t     

become paranoid about the virus, but at least be seen to keeping the areas 

clean. 

11. If this step has already been taken during the check-in process, you may 

ignore the requirement. Accurate details of travel patterns can provide an 

indication of the potential exposure to the virus by the arriving guest. 

12. Contact details and onward travel plans aid in the tracking process should 

an outbreak occur. Guests should be asked to complete a simple form on 

departure so that in an emergency, the authorities can track them for      

further testing if necessary.   

Standard for Reception and Public Areas 

13. For personal and guest protection, all interactions between reception        

personnel should only take place while staff are wearing the prescribed PPE.  

The use of face guards is not essential, but hand sanitizer and a facemask 

must be used when dealing with guests. 

14. Social distancing rules and protocols should be implemented during all 

guest interactions unless specifically unavoidable.  While there is no        

evidence that handling luggage can transfer the virus, Porters and other 

staff must exercise caution by wearing their PPE. 

15. Arriving guests should have access to facemasks and either a hand sanitizer 

or handwashing facility.  While providing branded facemasks is a popular 

step, the additional costs are not necessary.  Simple, disposable masks 

should be made available at no charge wherever possible.  Disposable hand 

wipes or a sanitizer dispenser at the entrance should be considered. 

16. Receptionists, cashiers and other desk staff  are expected to sanitise their 

hands every time they deal with a guest.  Wearing disposable gloves is     

impractical and leaving the desk to wash hands would prove difficult, so the  
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use of hand sanitiser makes more sense. 

17. While there is no definitive proof that bank coins and notes transfer the   

virus, it is best to ensure that any staff involved with the handling of cash be 

required to wear disposable gloves or, that they use a hand sanitizer after 

every transaction.  Where possible, avoid the handling of cash. 

18. The list of touch-points is potentially endless - and specific to your type of 

business, but an effort must be made to identify those relevant to your    

business.  Each touch-point at reception should be cleaned and sanitized 

(with a wipe or spray) after every transaction. 

19. Group check-in processes tend to cause bottlenecks - and violate prescribed 

Social Distancing protocols, so if your business attracts group arrivals,   

ensure the desk handling this is configured and managed in a way that 

avoids the bottlenecks and ensures space between guests.  Consider pre-

arrival registration electronically for example. 

20. While not a regular practice in most establishments, handshakes between 

staff and guests should be discouraged and replaced with the now common 

’elbow-bump’.  

21. Porters, Concierge staff and others in the guest areas must be monitored to 

ensure that they are wearing their PPE at all times.  

22. Implement a cleaning programme in your public areas that ensures regular 

wiping and sanitising of touch-points such as lift buttons; door handles; 

push-plates; and other points that may need to be used by guests and staff 

to access facilities or services.  

Standard for Housekeeping Services 

Your housekeeping and cleaning staff are possibly the most at risk from the   

virus due to the manner in which they have been trained to clean rooms and oth-

er public spaces.  These standards are designed to minimise their risk and to en-

sure that guests see visible evidence of the measures being taken. 

23. All housekeeping and public area staff must wear their PPE while on duty.  
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24. While there are probably a number of other considerations that could be 

included in this list, here are the most pertinent steps needed when cleaning 

guest rooms: 

• Staff should only clean rooms that are free of guests.  If a guest is still in the 

room to be cleaned, either return at a time when the guest is not in the 

room, or management should request the guest to give the cleaners an    

opportunity to access their room without them being present. 

• Used linen has the potential to contain the virus for up to three days in some 

cases, so it is vital that when changing linen, staff must minimise the       

potential .for airborne spread when removing linen.  They should avoid 

‘fluffing’ the linen, or coming in close-contact with it during this process.  

Used linen can either be placed in individual plastic bags before being placed 

on the service trolley, or placed in a sealable bag on the trolley. 

• Where this is possible, the room should be aired naturally.  Open the       

windows (while closing the door to prevent through-drafts) while the room 

is being cleaned. 

• Once again, all touch-points in the bedroom should be sanitised in the 

cleaning process.  The examples provided are simply a guide, so identify 

those relevant - or missing, in your establishment.  Fortunately, bathroom 

cleaning standards are generally understood and accepted as being thor-

ough.  However, provide additional attention to     sanitising any touch-

points that could be contaminated. 

25. Toweling bath robes - and even slippers, must be changed at every check-out 

to ensure that they are not contaminated for the next guest.  Alternatively, 

you could remove these from the room until such time as the crisis passes, 

or provide them in sealed bags.  The same should be applied to any unused 

towels in the rooms.  

26. To prevent cross-contamination, disposable gloves must be changed after 

every room cleaned. These must be stored in a sealed container on the     

trolley until they can be added to the medical waste facility in the service  
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area.  

27. Any water used for cleaning in a room must be disposed-of in that room, 

and not taken to the next room or cleaning space.  

28. Linen-room staff are among the highest at risk because of the potential for 

airborne contamination of the virus.  They must be provided with - and    

required to wear full PPE at all times. We recommend that these staff be 

issued with full face masks or screens. 

29. Fluffing towels; working with tumble-dryers and handling both clean and 

soiled linen could pose a danger to personnel.  Monitor to see that airborne 

spread is limited as far as possible. 

30. Take specific measures to ensure that clean linen is not cross-contaminated 

by amongst other measures, sorting and cleaning soiled linen away from 

clean stocks; ensuring that staff are not handling both soiled and clean linen 

with the same gloves; and that unused linen from bedrooms is hot tumbled 

to kill any pathogens before being returned to stock. 

Standard for Restaurant and Food Service Areas 

Food service areas and personnel come often into direct contact with guests, so 

it is important to ensure the correct procedures are applied. 

31. Table configurations and seating must ensure that guests are seated a    

minimum of 1 metre from one another.  This will possibly reduce the number 

of guests that can be accommodated at any one time, but it reinforces the 

concept of Social Distancing. 

32. Make disposable facemasks and hand sanitiser facilities available at the   

entrance to your dining area.  Guests who do not have their own masks 

must be encouraged to use a disposable alternative.  We recommend that 

you provide a bin so that guests can dispose of their masks when they leave 

33. Because restaurant and table-staff come into close contact with guests, it is 

important that they use their facemasks at all times.  We recommend using 

and providing sanitising stations at the service entrance rather than        
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requiring staff to use gloves. 

34. Dining tables, trays and other counters must be cleaned after every service.  

Between guests, the linen must be changed (without creating airborne    

contaminants) and tables, table-mats and serviettes must either be replaced 

or sanitised.  

35. All table appointments must be wiped-down or replaced for each new guest. 

36. Menu’s, wine-lists and other promotional material must be cleaned          

between every guest use.  A simple wipe-down with a sanitized cloth will 

suffice. 

37. This is a hot discussion item.  There are those that believe buffets and other 

self-service points should be closed during the crisis (and even after), but 

you will need to make that decision.  If unavoidable, food items on buffets 

and other service points should be protected against accidental                 

contamination from guests and staff.  The use of sneeze-guards, sealed   

portions; single-serve packaging and other measures to limit contamination 

must be considered and practiced.  Some other ideas are: 

• Serve fruit, cereals, cold meats, pastries and  other buffet items  

directly from the kitchen; 

• Remove coffee-stations are serve at table from the kitchen. 

• Hot dishes should be plated in the kitchen. This may require a 

change to your menu’s but it will prevent unnecessary risk. 

38. The same consideration must be given to spoons, ladles, serving tongs and 

other food-service equipment that is used by guests.  Ensure that they are 

cleaned and replaced regularly and that contamination is limited or avoided. 

You could even consider having staff present to dish up on request.  

39. Due to the high-risk for staff and guests, in-room dining should be        

suspended during the crisis. 

Standard for Food Preparation Areas 

Kitchens are relatively ‘safe’ in most cases as the virus is killed by heat during  
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the preparation process.  However, cold dishes and items could be contaminated 

by infected staff or preparation surfaces, and measures are needed to avoid this. 

40. Keeping clean and sanitised preparation surfaces is critical.  The virus is 

known to remain active on hard surfaces for up to three days in some cases.  

41. The virus thrives under cooler conditions, and there is some opinion that it 

can be transferred on packaging and even the hands of kitchen staff.     

Therefore, it is necessary to regularly wipe all surfaces in your cold-room 

and fridges to ensure good sanitary conditions.  If you make use of an      

existing food safety service in your kitchens, have the cold-rooms swabbed 

weekly for possible contamination. 

42. Food items that are not being cooked - for example salads, raw vegetables, 

fruit, must be rinsed and sanitised before service. A simple salt-water bath 

or the use of food-safe sanitiser is more than adequate.   

43. Ensure that dishwashers and dish-washing facilities are operated at the   

correct temperature (above 50 degrees) and that the application and dosing 

of chemicals and cleaning products is correct to ensure that any germs are 

killed. 

Standard for Meeting Rooms and Adjacent Areas 

Although it may be some time before meeting facilities are reopened, these are 

the standards that will be required for guest safety. 

44. All staff must wear the correct PPE while on duty.  While interacting with 

guests, the prescribed Social Distancing rules will apply.  Staff involved in 

the service of refreshments or meals could use hand sanitizer rather than 

gloves, but those cleaning the room or refreshing places must wear          

disposable gloves which are changed before handling clean replacement 

items.  

45. To meet Social Distancing requirements, meeting facilities should only hold 

50% of the intended or normal capacity until the crisis passes. This will   

allow for adequate spacing and less potential for contamination. 
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46. When setting-up the meeting facilities, a minimum space of 1 metre between    

delegates or guests must be allowed.  This spacing must also allow for the 

same minimum distance between rows. 

47. Bare tables and surfaces must be sanitised during refreshment breaks as 

part of standard refreshing practice.   

48. Where table linen is used, this should either be replaced during breaks or 

sprayed with an approved sanitiser. At the end of each day, the linen must 

be changed. When changing table linen, care must be exercised to reduce 

possible airborne contamination.   

49. Water jugs, glasses, bowls and other items must be sanitized or replaced at 

every refreshment break.  

50. Disposable facemasks and hand sanitizing facilities must be provided at 

every meeting room entrance.   

51. The set-up and placement of refreshment facilities (tea/coffee stations; 

buffets; etc) should allow for adequate space and control to ensure Social 

Distancing takes place.  Avoid bottlenecks by providing extra service points; 

signage and other visual aids to encourage guests to keep their distance.  

52. The placement and presence of signage and notices encouraging guests to 

adhere to your house-rules and safety regimen, is vital to ensure              

compliance.  Tell your guests what you are doing for their safety and what 

they can do to assist. Its far better than trying to discipline your guests!  

53. Making disposal of PPE by delegates and guests an easy process helps avoid 

waste management problems later.  Provide a bin to allow for the dumping 

of used items at the exit points. 

Standard for Maintenance Personnel 

Maintenance teams have access to all areas of the business, and they must 

therefore follow the same PPE practice as other guest service staff.  But here are 

a few specific requirements. 
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54. Wearing of the correct PPE must be monitored.   

55. Because of the potential for distribution of the virus that exists for air-

handling systems, air-conditioners and other circulation systems to harbor 

or promote the spread of the virus, a strict cleaning and maintenance re-

gime of this equipment is required.  Ensure that filters, coils and evaporation 

towers are sanitised and operated within specified limits at all times.  Servic-

ing of filters and intakes should take place more regularly.  

56. Stand-alone air-conditioner filters must be cleaned or sanitised every week. 

Standard for Guest Transport and Vehicles 

Often the first and last interaction with your guests, guest transport facilities 

are a potential threat to your business. 

57. Ensure that the correct PPE is being used at all times.  

58. As guests enter the vehicle, they should be offered a disposable facemask 

and hand sanitiser as a standard. In addition,  

• Depending on the vehicles used for game viewing, a maximum of 

two persons per bench or row of seats may be accommodated.  This 

will effectively mean that all guests have a ‘outside’ seat and that 

the correct distancing is practiced. 

• All other vehicles - even those operated on your behalf, must only 

seat 50% of their designed capacity., leaving sufficient space be-

tween guests or passengers.  

59. After guest vehicles have been used, they should be sanitised to ensure that 

all touch-points have been cleaned.  In larger vehicles (such as staff busses), 

the use of an approved fogger should be considered on a daily basis. 

In game viewing vehicles, items such as poncho’s and blankets must be 

cleaned after every drive.  In other vehicles, blankets, pillows and other items 

used by passengers should be replenished after use or at overnight stops.  

Seatbelts can be wiped with a sanitised cloth. 
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