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The hotel industry has a longstanding commitment to cleanliness and safety for our team members and 
guests.  We continue this commitment during the public health crisis.  The following health and safety 
guidelines represent best practices for the hotel industry, in accordance with CDC guidelines, during the 
re-opening phase of the economy.  It is anticipated that these guidelines and protocols will evolve based on 
the recommendations of the public health authorities and must be done in compliance with any federal, state 
and local laws.  

Safe Stay Hawai‘i was developed in collaboration with the Hawai‘i Department of Health which reviewed and 
commented on these guidelines as effective measures in slowing the spread of communicable diseases, including 
COVID-19.

Safe Stay Hawai‘i consulted with Hawai‘i Pacific Health, Kapi‘olani Medical Center, and Pali Momi Medical Center in the 
development of these guidelines.
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How We Mālama Our Members

“Safe Stay” training for all level team members
One hour, one time, offered at your hotel/resort
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Ahead of reopening,  
all participating hotels  
will establish

+ Team member health guidance

+ Physical distancing guidelines

+ Policies for food & beverage

+ Air and water systems verification

Mākaukau 
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Team member health guidance

1 We keep one another healthy by staying home when we’re sick.
Clear guidelines will be communicated that team members must remain home if they are 
sick. Team members, not managers, are responsible for identifying and reporting illness. If 
a team member is sick, they should follow CDC guidelines and:
• Stay home, self-isolating as necessary
• Rest, hydrate, and take OTC medications
• Contact a doctor if shortness of breath is apparent
• Monitor all symptoms to report to personal physician
• Make sure to call doctor before seeking medical care

Team members should remain home if they have a temperature greater than 100.4°F or if 
they have COVID-19-like symptoms, which can be found on CDC’s Symptoms page.
Signage will be installed in all back-of-house areas that reinforce this guideline.
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2 Our collective compliance ensures a safe working environment.
Upon returning to work, all team members – including senior level – will be required to take 
COVID-19 safety and facility-sanitation training. Online curriculum offered by the American 
Hotel & Lodging Education Institute (AHLEI) aligns with Safe Stay Hawaiʻ‘i and the CDC.

Hotels developing their own training or using third-party COVID-19 protocols should ensure 
compliance with CDC and Safe Stay Hawaiʻ‘i guidelines. Training topics include: 
• Hygiene/cleanliness
• Physical distancing
• Proper use of PPE
• Working with aloha toward guests who are or may be infected with COVID-19 or similar
• Identification of individuals with COVID-19 symptoms

Training should be included as part of orientation for all new hires. Records must be kept 
that confirm that a team member has completed all required training.

Physical distancing guidelines

1 We respect one another in shared areas by maintaining safe space.
Floor plans of all common areas will be updated to maintain a minimum of six feet between 
all non-familial groups. This includes:
• Waiting areas
• Dining areas
• Elevator banks
• Pools
• Gyms
• Spa facilities
• Keiki activity areas
• etc.

It is highly recommended that free amenities like coffee and water stations are suspended 
for the time being.

2 Our check-in is warm while distanced.
At the front desk, every effort will be made to ensure safe distances between waiting guests 
and to minimize contact between front desk team members and guests. Suggestions 
include:
• Floor signage for physical distancing in line
• Clear barriers between check-in desks
• Contact-free check-in, such as via electronic kiosk where appropriate and possible
• Option for keyless entry to rooms; if keyless entry is not viable, keys should be 

disinfected just prior to being given to the guest
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Hand sanitizer should be made available throughout the front desk area.

While it is advised that traditional lei greeting be suspended for now, creative touches of 
Hawaiian hospitality in the areas where check-in occurs are highly encouraged.

3 For our guests’ safety, movement throughout the property shall be done carefully and
conscientiously.
High-traffic areas such as parking, valet, elevators and stairwells will follow modified 
protocol.

For parking and valet
• Self-park options will be encouraged as a safer alternative to valet service.
• If valet service continues, all contact points within the vehicle (door handles, steering 

wheel, gear shifts, etc.) must be disinfected upon receiving and delivering.
• Van and shuttle services should operate with safer limited capacities. All contact points 

(handles, railings, seats, armrests, etc.) must be disinfected multiple times throughout the
• day, as often as possible.
• Waiting areas for groups must be clearly marked for physical distancing between parties.

For elevators and stairwells
• Signage should encourage guests to limit elevators to those in their party.
• In accordance with CDC guidelines, consider designating one directional stairwells
• where possible.
• As with the front desk, hand sanitizer should be readily available in the valet, parking and 

elevator areas.
• Physical distancing guidelines should be displayed abundantly throughout the property 

with signage such as:

[Property] welcomes you to a safe and memorable stay. Our 
kuleana is to ensure that while you’re our guest, you are treated with 
aloha and greeted with the highest guidelines of cleanliness and 
care. Our team observes physical distancing as a precaution for 
your health. We mahalo you for joining us in this effort to mālama 
your fellow guests and the community of our island.

kuleana: responsibility, commitment 
aloha: mutual regard, affection, warmth, kindness, love 
mahalo: with  thanks, gratitude, appreciation
mālama: care, preserve, protect
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Policies for Food & Beverage

1 Our dining, drinking and delivery experience is enhanced with minimal contact and 
extensive cleaning. 
While the U.S. Food & Drug Administration has published best practice guidelines, they state 
all F&B operations must adhere to the local overseeing body’s regulations.

Our safe procedures for food handling include:
• Reducing as much as possible in-person contact with guests
• Prioritizing ‘grab-n-go’ meals
• Creating contactless room-service delivery
• Eliminating or minimizing buffet service, requiring serving attendants wear cloth face 

coverings, if offered
• Minimizing exposed food for long periods through strict portion control
• Cleaning and disinfecting food contact surfaces, utensils, and shared objects such as 

condiments frequently throughout service
• Removing and disinfecting unused items such as glasses, silverware and napkins as well 

as shared items such as condiments from tables before and after guest use
• Installing cough screens and sneeze guards at all food displays

Air and water systems verification

1 We have verified our systems continue to provide the best possible air and quality.
As most on-property systems have been dormant for an extended period of time, system 
checks will ensure:
• Proper operation of ventilation systems
• Acceptable indoor air quality for current occupancy level of each space in accordance 

with CDC guidelines

With respect to water systems, properties will:
• Follow the CDC’s step-by-step process for reopening water systems after a prolonged 

shutdown
• Assess property water systems in accordance with the CDC Guidance for Building Water 

Systems 
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Effective products and procedures

1 We protect our team members and guests by requiring face coverings on property. 
In accordance with guidelines issued by the Hawai‘i State Department of Health and 
recommended by the CDC, cloth face coverings will be worn in all public spaces, 
including but not limited to:
• Lobbies and waiting areas
• Dining areas (when not eating)
• Elevators
• Gyms
• Parking lots
• Walking paths

This mandate applies to team members, guests and visitors. For more information, please 
refer to OSHA as well as to regulations published by Hawai‘i government officials at the state 
and county levels.

2 We use best-in-class cleaning and disinfecting methods and solutions.
All common areas, staff areas, and guest rooms will adhere to CDC guidance for reopening 
and day-to-day cleaning. This includes:
• Using products recommended by the EPA or alcohol solutions with at least 70% alcohol

During operations, all 
participating hotels will 
maintain 

+ Effective products and procedures

+ Attention to high-touch items and areas

+ Diligence in room maintenance

+ Special measures in special areas
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• content in accordance with CDC requirements for effectiveness against viruses, bacteria 
and other airborne and bloodborne pathogens

• Cleaning with soap and water to decrease quantity of potential virus on surfaces and 
objects

• Disinfecting to kill surface germs following cleaning

For more information, please refer to the CDC guidelines on disinfecting buildings and 
facilities. Follow product label instructions to ensure safe and effective use.

Attention to high-touch items and areas
We meet impeccable guidelines of cleanliness in all our high-traffic areas.
Lobbies, workout facilities, pools and spas will be cleaned and disinfected at regular 
intervals, including the beginning of each housekeeping staff work shift and continuing 
throughout the day. Areas include, but are not limited to:
• Front desk check-in counters
• Bell desks
• Elevators and elevator buttons
• Escalators and stair handrails
• Door handles
• Public restrooms
• Vending and ice machines
• Room keys and locks
• ATMs
• Gym equipment and shower areas
• Pool seating and surrounding areas
• Dining surfaces and all seating areas

For more information, please refer to CDC guidelines on cleaning and disinfecting public 
spaces and workout facilities and spas.

All common areas will have signage installed that explains what precautions are being 
taken to disinfect the area. Physical distancing, disinfecting and management protocols 
and processes for pool and beach areas should be conducted in accordance with CDC 
guidelines on aquatic venues, including public pools, hot tubs and water playgrounds.

Diligence in room maintenance
Our rooms are kept immaculate while attending to safe, regulated entry.
The frequency of room cleaning during a guest’s stay may be altered based on guest 
requirements. In accordance with CDC guidelines, housekeeping staff should:
• Discard all single use items provided by the hotel that were used by the guest during   

their stay, or left by the guest
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• Clean and disinfect all high touch surfaces in the room including any bulk toiletry items 
that may have been used or touched by guests prior to the next occupant

Cleaning and disinfecting protocols will require that particular attention is paid to high-touch, 
hard non-porous items, including:
• Switches, faucets, handles, etc.
• Main bathroom surfaces
• Closet spaces
• Remote controls
• Bedside furniture
• Appliances (dryer, iron, telephones, alarm clocks, etc.)
• In-room control panels
• Beverage items (glassware, ice bucket, coffee machine, etc.)
• Luggage racks
• Flooring

Linens, towels and laundry should be washed in accordance with CDC guidelines, 
and should be removed from the guest room to eliminate excess contact while being 
transported to the laundry facility.

Special measures in special areas

1 Shared dedication to our Back of House demonstrates consideration for our working 
ʻohana and their personal ʻohana.
Back of House and shared equipment will be maintained in accordance with CDC 
guidelines, including:
• Cleaning and disinfecting surfaces at least twice per day
• Disinfecting shared tools and equipment after each shift or transfer to a new team
• member
• Installing handwashing stations and access to hand sanitizer in convenient, highly visible 

locations

Physical distancing will be maintained among all team members in shared dining rooms, 
uniform control areas, training classrooms, shared office spaces, and other high-density 
areas.

2 Group guests are informed and supported in continual adherence to healthy 
practices. 
Meeting and banquet arrangements will allow for physical distancing between guests 
based on CDC recommendations.
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Caution and concern

1 Our action plan exercises meticulous care in both the physical and emotional 
handling of suspected cases.

Swift response and reporting to local health officials of any presumed cases of COVID-19 or 
other communicable diseases will be a staff-wide requirement. 

For observed symptoms within team members
• Immediately contact a manager
• Management will advise the team member return and remain home
• Follow CDC guidelines for employers and businesses, including instructing team 

members to self-isolate for the required amount of time, as defined by the CDC, from 
the onset of symptoms and be symptom-free for at least three days without medication

• Conduct an enterprise-level hazard assessment of the workplace to identify potential 
workplace hazards related to COVID-19

When the situation 
calls for it, all 
participating hotels will 
respond to suspected 
or confirmed cases of 
illness with

+ Caution and concern

+ Compliance for testing and isolation

+ Room recovery protocol
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For observed symptoms within guests
• If a guest is suspected of having COVID-19 or has given a temporal thermometer reading 

greater than 100.4°F, they should be instructed to immediately contact their health care 
provider

• The Hawai‘i State Department of Health should be contacted if COVID-19 is suspected
• We do not support the expulsion of possibly sick guests
• Instead, we suggest setting aside isolated rooms that can be used in case of these 

events

Compliance for testing and isolation

1 Confirmed cases are treated with sensitivity, confidentiality and immediate 
advisement to the Hawai‘i State Department of Health. 

Confirmed cases of COVID-19 should be immediately reported to local health authorities in 
accordance with appropriate actions recommended by the CDC. 

The confidentiality of guests or team members suspected of being infected of COVID-19 
should be protected as required by the Americans with Disabilities Act (ADA) and, if 
applicable, the Health Insurance Portability and Accountability Act (HIPAA).

All actions from this point on must defer to DOH instructions. 
• If instructed to keep the guest on property, the guest will be quarantined in the room in 

accordance with CDC guidelines.  
• If the guest must be transported for a test ʻescort the guest to pre-coordinated 

transportation to take them to the testing site.
• If instructed to house the guest while they await the results of a COVID-19 test ʻassign the 

guest to an isolated room until results come back.

While the guest is isolated pending the test results, no team members should access their
room.

Any room where a guest with a confirmed positive case has stayed should be removed 
from circulation until it has been professionally disinfected.
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Room recovery protocol

1 If a room may be compromised, we will ensure its safety before returning to available 
inventory.

In the event of a presumptive case of COVID-19, the affected guest room should be:
• Removed from service 
• Quarantined for at least 24 hours in accordance with CDC guidelines
• Returned to service only once it has undergone enhanced cleaning and disinfecting 

procedures utilizing EPA approved products within CDC guidelines

+
Safe Stay Hawaiʻ‘i ensures the safety of our team 

members and the continued treatment of all guests 

with aloha. The guidelines outlined in this manual 

are implemented — and in most cases exceeded — 

by Hawaiʻ‘i’s hotels. Our collective commitment to 

following Safe Stay Hawaiʻ‘i protects our community 

from a future public health emergency while 

upholding the spirit of hoʻ‘okipa.

Mahalo for your participation.

 on and concern
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New safety and cleaning 
guidelines for Hawai‘i hotels

Participating Organizations
Autograph Collection Hotels

BRE Hotels and Resorts

Courtyard by Marriott

DoubleTree by Hilton

Embassy Suites by Hilton

Hampton by Hilton

Hilton Garden Inn

Hilton Grand Vacations

Hilton Hotels & Resorts

Hyatt Hotels and Resorts

InterContinental Hotels Group (IHG)

Marriott

Marriott Vacation Club

Outrigger Hospitality Group

Park Hotels and Resorts

Residence Inn

Sheraton

Springboard Hospitality

The Luxury Collection

The Ritz Carlton: Luxury Hotels and Resorts

Waldorf Astoria Hotels & Resorts

Westin Hotels and Resorts


