
 
AlmaLusa Baixa & Chiado 

Procedure AlmaLusa & Delfina Contingency Plan  | Internal Protocol 

 

Department Receção, Housekeeping e Manutenção, Delfina 

 

Date: 29/07/2020 Versão: 2.0 
 
 
Contingency Plan in order to deal correctly with the current 
pandemic COVID-10. What we know: 

• Highly contagious virus 
• Transmits amongst humans through breathing droplets.  
• What is COVID? 

COVID-19 IS A NEW CORONAVIRUS, WHICH MAY CAUSE 
RESPIRATORY INFECTION SUCH AS PNEUMONIA. IT’S SYMPTOMS 
ARE SIMILAR TO A FLU, FOR EXAMPLE: FEVER, CAUGH, LACK OF 
AIR (RESPIRATORY DIFFICULTY) AND TIREDNESS.  

• Avoid its spreading includes hand hygiene, respiratory 
etiquette and social distancing. 
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1. CONTEXT 
 
The World Health Organization (WHO) has declares the 
Coronavirus, the causing agent of COVID-19, as an international 
public health emergency. To avoid taking risks and infections, 
an internal protocol has been created, that defines all 
prevention procedures, control and surveillance needed. By 
complying with these procedures, we assume commitment that this 
establishment complies with all requisites defined by the 
Portuguese Tourism Board according to the orientations of the 
Portuguese Health Authorities, which allow us to be recognized 
as Clean&Safe. 
 
 
 
2. OBJECTIVES 
To guarantee and assure the fulfillment of the defined 
procedures, for all guests’ and team members’ safety. Commit to 
control the enforcement of these measures so that we are able to 
welcome all our guests with the utmost safety by using the motto 
“I protect you, you protect me.” 
 
 
 
 
3. PREVENTION PROCEDURES AND INFECTION CONTROL  
 

3.1. The Establishment Has: 
 

§ Personal Protective Equipment in sufficient number for 
every worker – masks made in Portugal with an anti-virus 
agent.  
 

§ Personal Protective Equipment available for guests 

(maximum capacity of the establishment). All guests will 

have a COVID KIT available in their room with mask, 

alcohol and gloves.  

§ Alcohol-based antiseptic solution dispensers or alcohol 
based solution by the entry/exit points, in each floor 
by the elevator and common sanitary facilities 

§ Sanitary facilities equipped with  liquid soap and paper 
towels. 
  

§ Waste container with a non-manual opening fitted with a 
plastic bag 
 

 
 
 



3.2. Check-in / Reception 
 

§ It will be recommended to check-in online, preferably 
before arrival and always with the least contact with 
reception possible. 
 

§ Reception is equipped with infrared thermometers to 
measure body temperature every time necessary. 

 
§ Reception has alcohol-based antiseptic solution 

dispensers available. 
 

§ Before signing any document or making any payment, as 
well as immediately after, guests will be recommended 
to disinfect their hands. 

 
§ Luggage will be disinfected with a nebulizer against 

viruses and bacteria before being taken to the rooms. 
 

§ Guests will be given the option of being accompanied to 
their rooms or to receive a courtesy call as well as 
turndown service. 

 
§ All superficies and materials will be disinfected 

several times a day, guaranteeing infection control and 
prevention. 

 
§ Receptionists are equipped with masks at all times. 

 
§ The use of mask by everyone in the interior of the 

building is mandatory.  
 

§ There is an online chat available to receive requests 
and queries, as well as a chat feature in the hotel’s 
APP.  

 
§ Room keys and phones will be disinfected and sealed 

before being given to guests.  
 

 
	  



 
3.3. Public Spaces 
 

 
§ The use of the lift should be done by no more than 2 

people at a time or families. 
 

§ Any surface or area which team members and guests use 
is cleaned and disinfected regularly guaranteeing 
infection prevention and control. 

 
§ Any surface or object used frequently (counters, 

switched, handles) will be cleaned several times a day 
 
§ Every vacuum will be provided by Diversey and equipped 

with HEPPA filters which have all antibacterial, fungal 
and other micro-organisms characteristics 

 
§ Air renovation within rooms and closed spaces is 

performed regularly by opening doors and windows. 
 
§ The disinfection of all common spaces and rooms after 

the guests’ check-out will be done by a proper nebulizer 
through projection with a diameter of   15 ÷ 20µm and a 
virucidal product with extended action 

 
§ Guests and team members will have dispensers with 

alcohol based antiseptic solution available. 
 
§ Team members will be equipped with face masks and will 

disinfect their hands frequently. 
 
§ Hotel doors have a sensor and are automatic. 
 
§ Machines and air filters will be desinfected regularly. 
 
 

 
 
  



 
 
3.4. Restaurante/Bar/Breakfast 
 
• Distancing between tables will always be enforced in any 

meal 
 

• Breakfast will be served as a Buffet and must pay attention 
to: 

 
o Booking of table ahead of time.  
o Disinfetion points placed before accessing the buffet.  
o Mandatory face mask while accessing the buffet.  
o Frequent cleaning of all contact points such as coffee 

machines and bread tongs.  
 

• Every team member is trained accordingly to the hygiene and 
safety practices of the preparation and service or food 
products.  

 
• In the food and beverage areas an effort has been made in 

the hygiene of the utensils, equipment and surfaces and it 
has been avoided as much as possible, the direct 
manipulation of produce by both guests and team members 
 

 
• The restaurant, bar and breakfast area had alcohol-based 

antiseptic solution dispensers available. 
 

• Team members are equipped with masks and the use of face 
masks is mandatory every time a guests is not seated at the 
table. 
 

• A QR code has been created to give access to the Bar menu 
and there will also be menus available in a material which 
allows disinfection with alcohol. All these menus are 
disinfected after each use. 

 
• This are will be equipped with infra-red thermometers to 

measure body temperature every time necessary. 
 

• Preference will be given to contactless and MBWay methods 
of payment. 
 

• Renovation of air in the restaurant will be at all times 
with open doors. 
 

• Safety signs on entrance and automatic doors. 
 

• Regular disinfection of machines and AC filters. 



3.5. Rooms 
 
• Room cleaning will be done in two times with personal 

protective equipment. Firstly, the linen and any clothing 
will be collected from the room and bathroom and secondly, 
the room will be cleaned. All departures will be 
disinfected with the nebulizer with an antibacterial and 
virucidal product and sealed until the guests’ arrival. 

 

• The linen removal is done without agitating or shaking, 
rolling the linen from the outside in without touching 
the body and depositing the linen in proper bags which 
will be sent to the laundry service. 

 
• All vaccums will be provided by Diversey and will be 

equipped with HEPPA filters which have all of the 
antibacterial, antigufal and other micro organisms’ 
characteristics. 

 
 

• All necessary information such as contacts, menus and 
activities available may be consulted via a QR code, 
present in the key card upon arrival and our website chat 
will always be available.  
 

• Team member’s uniform and bed linen will always be washed 
separately.  
 

• All Housekeeping team is equipped with masks, gloves, 
hairnets and aprons. 

	  



4. TRAINING, INFORMATION AND COMMUNICATION 

4.1. Training to all team members 
Every team member will be trained and given information specific 
to: 

• Internal Protocol: related to the outbreak of the 
coronavirus COVID-19.  
o How to follow the basic precautions in preventing and 

controlling the infection related to the outbreak of the 
coronavirus COVID-19 including the following procedures: 
Hand Washing: to wash hands frequently with water and 
soap for at least 20 seconds or use a hand sanitizer 
with at least 70º alcohol content, covering all hand 
surfaces and rubbing until dried (attachment 1),  

o Respiratory Etiquette: to cough or sneeze to the inner 
part of the elbow or use a tissue which must be disposed 
of immediately after. Wash hands every time possible 
after coughing or sneezing (attachment 2).  

o Avoid touching the eyes, nose and mouth with hands.  
o Social Conduct: change the frequency and the way of 

contact between guests and workers, avoiding close 
contact, shaking hands, kissing, sharing the workplace  
presential meetings, sharing food alterar a frequência 
e a forma de contacto entre os trabalhadores e entre 
estes e os clientes, evitando o contacto próximo, 
apertos de mão, beijos, postos de trabalho partilhados, 
reuniões presenciais e partilha de comida, utensílios, 
copos e toalhas. 

o How to put on a mask – attachment 3 
• How to comply with auto monitorization daily to measure 

fever, checking cough or difficulty breathing.  
• How to follow the guidelines of the Portuguese Health 

Authorities on how para clean surfaces and treat clothing 
in establishments. 

• How to act in situations where guests or teammates show 
COVID-19 symptoms(attachment 4 and 5). 
 

 
4.2. Information to all guests 

The following information is available online to all 
guests:  

• How to follow the basic prevention and control 
guidelines related to the outbreak of the 
Coronavirus (attachment 6).  

• The internal protocol related to the outbreak of the. 
Coronavirus COVID-19.  

• QR codes to the Hotel’s directory, menus and chat with 
reception.  



 
 
5. PROCEDURES IN A SUSPECTED CASE OF INFECTION  
 
The operation ensures that there will always be an employer 
responsible for activating the procedures in case of a suspected 
infection, following the plans in attachment 4 and 5. 
 
The suspected or confirmed cases of COVID-19 will be isolated 
in room number 41, following all plans of action in attachment 
as the room in question has both natural and mechanic ventilation 
systems. The bathroom is equipped with a stock of cleaning 
supplies, masks, disposable gloves, thermometer, close-lid waste 
container fitted with a bad and bags for linen and clothing 
removal. There will also be a kit with water and coffee 
available. 

 

6. RECORD OF ACTIONS/INCIDENTS 

• All team members will auto monitorize their temperature 
daily and will be submitted to a COVID PCR test before 
returning to work. 

• All team members must follow the hygiene rules when entering 
the property. 
 

• The entire isolation area will be decontaminated every time 
there is a suspicion of an infected case and cleaning will 
be reinforced with disinfecting all surfaces and contact 
points, as instructed by DGS (Portuguese Health authorities) 
 
 

• The storage of any waste left by a suspected case of 
infection will be put into a plastic bag, sealed and kept 
apart to be sent to a hospital waste management operator. 

 
• All suppliers must use mask and gloves while making a 

delivery 
 

• All trainings will be registered in its proper form 
(attachment 7). 
 

• Any case relative to a suspected or confirm case will be 
recorded in its own proper form (attachment 8). 

 
This protocol is subject to changes and new measures as 

imposed by the goverment or Portuguese Health 
Authorities. 

	  



Attachment 1 -Hand Washing 

 



 
Attachment 2 – Respiratory Etiquette 

 
 

	  



Attachment 3 – How to puto on a mask 

 
 
 



Attachment 4 – Procedures In Case of suspicion of infected 
teammember 

 

 
 
 

 



 
 
 



Attachment 5 – Procedure in Case of suspicion of Infected 
guest  

 

 
 
 
 



Anexo 6 – Precauções básicas de prevenção 

 
 
 
 

 



 
Anexo 7 – Registo de Formação COVID (plano e procedimentos) 

Eu, abaixo assinado, declaro que recebi a formação relativa ao 
plano de contingência e todos os procedimentos nele descritos. 
 
 

 
Nome Departamento Data ASS 

    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    

 



Anexo 8 – Registo de ocorrências 
 

Registo de todas as ocorrências de casos suspeitos e o seu 
desfecho. 
 

Data Descrição Medidas ASS 

    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    
    

 
 


