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L Hop

General Manager Implementation Guide

Culture of Clean

About this guide:

This guide is aimed at GMs and Training Managers in hotels to help understand
the elements of the IHG Way of Clean programme plus Covid-19 cleanliness
guidance in order to:

» Become compliant with IHG Way of Clean as a new brand standard
> Train colleagues and roll out IHG Way of Clean in your hotel
» Raise staff awareness and understanding of Covid-19 cleanliness guides

Key resources:
1. IHG Way of Clean Merlin Site
2. Covid-19 IHG Way of Clean tile
3. mylLearning videos on IHG Way of Clean for Europe and for SEAK, IMEA, AuAJ
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INTRODUCTION

Building a Culture of Clean

In the wake of Covid-19 and the heightened sensitivities around hygiene, we have to keep
cleanliness a top priority and with that stringent housekeeping and cleanliness protocols are critical
to ensuring the safety of colleagues and guests.

The IHG Way of Clean programme, long a best practice in EMEAA, and Brand Standard in the
other regions, is now a global Brand Standard for all hotels.

At [HG, it is our commitment to keep cleanliness a top priority and with that stringent
housekeeping and cleanliness protocols are critical to ensuring the safety of colleagues and guests.

Guests are expecting something different now. Providing a safe, healthy, and clean stay for every
traveler has always been important to us.

Cleanliness is everyone’s responsibility! Housekeeping has always been considered a 'back of
house' operation —now it has moved to a responsibility shared by everyone in the hotel. There are
now additional touch points throughout the guest journey, where heightened cleanliness standards
will play a major role.
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Overview of access to material:

Components What material is there? Where do | find it?

: _EL?WM"E%;L?&J'

Covid-19 Hub-

Job Aids, Collaterial,

Train the trainer, in- Merlin Site

language versions

Training Videos

Links to these resources will be listed in this documents below.

IHG Way of Clean Programme

Myl_earning

WHAT DO YOU NEED TO KNOW

The IHG of Clean programme consists of the following elements:

IHG Way of Clean 5-S IHG Way of Deep IHG Way of Preventative
Cleaning Programme Clean Program Maintenance Programme

1. IHG Way of Clean is a well-established programme within IHG designed to provide hotels
with a comprehensive set of tools, training and equipment to ensure colleague and guest
safety in these times of heightened concern. See a summary of this element here.

2. IHG Way of Deep Clean provides a structured cleaning approach using checklists and logs
to ensure a regular deep cleaning schedule throughout the hotel. See a summary of this
element here.

3. IHG Way of Preventative Maintenance ensures delivery of a well-maintained hotel
environment which is both aesthetically and hygienically clean and helps your hotels to satisfy
our guests. See a summary of this element here.
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These 3 elements are now a brand standard in EMEAA and inciude the following compliance
dates:

All GMs, Deputy GMs, Clean Champions and Head of Departments must complete the IHG® Culture of Clean Implementation training as follows:

Slandei 118 June 2020 comphance date {or hotels aready open
Specification Must be completed prior to hotel opening / re-opening
Specification All new GMs, Deputy GMs and Head of Depariment staff must complete within 14 days of employment
Specification Traning completion records must be kept on site, in paper or digital fomat, for IHG® review.
Standard | All housekeeping colleagues (in-house or cutsourced} must compiete the requiredIHG® Way of Clean 58 Cleaning Programme training as follows:
18 June 2020 compuance date for hotels already open
Specification Must be completed prior to hotel cpening / re-opening, and every 12 months thereatter
Specification Al new housekeeping staff must plete within 14 days of commencing work at an IHG hotel and every 12 months thereafter
Specification Classroom training and/or on the job training is permitted.
Specification Training completion records must be kept on site in paper or digital format, for IHG® review

The following guesiroom cleaning products must be used as directed by the IHGE Way of Clean 5S Cleaning Programme:

130 July 2020 compsiance date

Specification Must be in use by 30 July 2020. or within 30 days of hotel opening / re-opening

Specification Multi-surface disinfectant and clieaner

Specification Bathroom disinfectant and cleaner

Specification Glass cleaner

Specification Odour neutraliser

Specification Floor cleaner

Specification To avoid cross contamination. chemicals andior bottie labels used must be colour coded to align with microfiber cioths used

Specification Al products must comply with the approved product specifications (insert attachment]
sidteli Vier- Diversey

Guidel Multi-purp pmducfs are permitied when purchased folfowing approved product specifications

Standard The following guestroom cleaning tools must be used as directed by the IHG® Way of Clean 5S Cleaning Programme.

30 July 2020 compuance datel

Specification Must be in use by 30 July 2020. or within 30 days of hotel opening / re-opening

Specification Muit-coloured microfiber cloths

Specification To avmd cross contam'naﬂon mlcrof ber cloths used must be colour coded to align wrm chemlca!s and/or bottle Iabe&s used
idel with for dusting, hair-r f, mudti-purp g is highly r

Guideline Black light Is highly recommended

Guideline Recommended supplier: Diversey

The following documented inspections must be completed as directed by the IHG® Way of Deep Clean and Preventative Maintenance programmes:

{18 June 2020 compliance date

Specification 25% of guest room lnvemory lnspecled per month. via checklist. IHG® Room Cleaniiness Inspection app. or alternative service optimisation tool
Specification Guest room p p four times per year m each guest room
Specification Deep clean checklists compieted two umes per year in each guest room
Specification Deep clean checklists completed four tmes per year in all public areas
Specification Waeekly property walk checklists
Specification Daily, weekly and monthly checkiists for public areas
Specification Documentation must be kept on site, in paper or digital format. for IHG® review
sidefi Checklists are avallable on the IHG Way of Clean initiatives page. [insert link]

As part of the brand standard please also note the IHG Way of Clean product list here.
Note on products

IHG Way of Clean, including products that both clean and disinfect, put us ahead of the curve for a
situation like we are facing at present with COVID 19. Ensuring we are providing not only a clean
but also a safe room, here are some further tips and recommendation to ensure maximum safety.

o Hotels should use cleaning & disinfectant products certified to be effective against coronaviruses
and specified contact times are adhered to.

¢ Additionally, we recommend hotels to spray high-touch areas at the end of the cleaning process.
This particularly applies for hotels located where a high number of coronavirus cases are being
reported. For Diversey - the suggestion would be use a product called Oxivir (see product listing)
given it's short contact time and unique AHP formulation.

e |tems in bathroom (faucet, handles, sink, tub and toilet handie) should be sprayed at the end,
right before waiking out of the room. That way, we can ensure the disinfectant gets the required
time in contact with those areas to be effective.
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The IHG Way of Clean is based on a colour coded product and cloth list system:

Cross Contamination

HG® Way of Clean 5-S Process follows alor-codsd system to avad cross contamination. Cross contamination oocurs when harmful bacteric or germs
are spread from ore surface to another, being transferred via the hands or eguipment when clearing, It is important to follow the color-coded system
when cleaning in order 1o avold the risk of cross contamination

MICROFIBER CHEMICAL CHEMICAL USED SURFACE TYPE AREA OF USE

CLOTH CON
Bathroom Wet bathroom Bathroom shower, tub.
disinfectant surfaces that can be, sink. and inside loilet

’ and cleaner, or need to be rinsed bowi.
L 4
Muiti Dry surfaces that Counter tops. table tops
surface tannot be, or do not outside of toilet {not inside
disinfectant need fo be rinsed. bowl). remoie conirols.
and switches, doar knobs
cleaner. handles, etc.
' Glass cleaner. Glass and mirrors. Glass and mirrors.

L A 4

To clean dry surfaces. apply cleaning chemicals sparingly onto microfiber cloths and wipe the surface to ensure
product is not overused, and to protect the surface.

The cloth used on atoilet should never e used on other surfaces to avoid cross aontaminalion.

Discard the cloth for laundering aifer cleaning the loilel.

REMEMBER

WHAT DO YOU NEED TO DO

Immediate action:

1. Staff Briefing
Brief all teams what IHG and your hotel are doing to protect guests and colleagues

¢ When briefing staff ensure social distancing guidance is followed and allow 2m
space between colleagues
* Announce that IHG Way of Clean is a new brand standard
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e This aims to protect guests as well as colleagues

e Announce that the GM and all HODs will need to attend a mandatory introduction
webinar starting w/c 18 May (Culture of Clean)

¢ Cleanliness is now a shared responsibility across all hotel teams

e Everyone is expected to change behaviours and adhere to the Covid-19 guidance on
the IHG hub:

e Familiarise yourself and your team with the guidance documents on the Covid-19
hub:

SOP: Cleanliness and Safe Operations Procedures (key document)
SOP: Social distancing in a hotel environment

Quick guide: Hand sanitizers

SOP: Personal Protective Equiment (PPE)

SOP: Cleaning and disinfection for hoteis used for isolation and
guarantine

oo oo

o Explain the meaning and examples of high (frequent) touch points and how to clean
these / how often. Think also about high touch points outside the guest room and
disinfect these regularly. 1t is ok to do this in front of guests.

Refrigerator Telephone Bedside tables
Microwave Light Switches Drawer handles
Thermostat Lamp and floor lamps Desk chair
HVAC Unit Door handles Safe

Coffee Maker Minibar handies USB ports
Television Kettle/tea handles Hairdryer

Television remote control Clock radio Toilet and tap handies
Iron Iron board Hangers

o Make sure all staff know how to respond to questions from guests regarding IHG's
cleanliness approach. Answer questions in line with our FAQ guidance (link to follow
soon)

¢ Assign a training lead or champion to lead the training for IHG Way of Clean on
myLearning for all housekeeping staff

2. Sign up to the webinar Culture of Clean — mandatory as part of the new brand standard

e GMs and all HODs must attend the Culture of Clean webinar starting w/c 18 May.
Dates and links to sign up will be communicated via Hotel Bulletin
e Make sure o keep an attendance record for future audits

3. Source the products in line with the IHG Way of Clean standards. See product list above
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4. Sign up your housekeeping team to start the training for IHG Way of Clean

Full training videos on MyLearning

IHG Way of Clean:

Europe;
IMEA. AuAJ. SEAK

IHG Way of Preventative Maintenance:
EMEAA

IHG Way of Deep Clean:
note there is no myLearning video for this element, please refer to the guide of
this element above

Note on training roll-out:

The training must be completed by the Housekeeping HOD through myLearning. Further
training roll-out must be completed to all housekeeping staff using a choice of options:

v' Classroom training using myLearning videos
v Self-study via myLearning videos
v" On the job training

In all instances take care to ensure social distancing guidance of 2m space between
colleagues is followed.

In-language job aids and material is available on the |HG Way of Clean Merlin and on
myLearning as attachments to the courses for Europe and for SEAK, IMEA, AuAl.
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5. Focus on these extra tips throughout your hotel:

e Use the 3 colour coded microfibre cloth system not just in guest room cleaning but
throughout your hotel

¢ Use fresh microfibre cloths each time you start a new guest room

¢ Use fresh gloves each time you start a new guest room

e Wash your hands between cleaning 2 guest rooms

e Frequently touched areas such as handrails, lift control panels or doorknobs,

telephone, etc., should be cleaned more frequently

Stocks and cleaning materials should be readily available

Don't forget to also disinfect the cleaning trolley regularly

Rooms should be well ventilated / windows opened to allow fresh air circulation
Collaterals and all non-essentials items should be removed (pens, note pads, in-room
dining menu, local tourist guides, cushions, bed throws, decorations, etc.) and have
them available on request

e If the 'Do Not Disturb sign’ is used, it should be cleaned and disinfected

HAVE QUESTIONS?

Reminder of key resources :

1. IHG Way of Clean Merlin Site
2. Covid-19 IHG Way of Clean tile
3. mylearning videos on IHG Way of Clean for Europe and for SEAK, IMEA, AuA

Contact Global.HotelReadySupport@ihg.com for implementation questions

Contact for questions around the brand standard and compliance:
Please follow this guide on how to submit a support ticket:

*https://me2.ihgmerlin.com/documents/53745900/49fc9007-759¢c-44dd-ad3f-fc329ae82224*
Note:

Kindly expect a lead time of 5 working days for us to respond to your ticket.



