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COVID-19 protocol – De la Ville Srl 
 

Aims and references 
The objective of this protocol is to increase the effectiveness of the precautionary containment measures 

adopted to combat the COVID-19 outbreak in non-healthcare workplaces, in line with the provisions set out 

in the Protocol for the regulation of measures to combat and contain the spread of the COVID-19 virus in 

workplaces of April 24th 2020, Decree of the Prime Minister of April 26th 2020 (both published in the 

Official Gazette of April 27th 2020, n. 108) and the guidelines for the reopening of economic and productive 

activities of the Conference of Regions and Autonomous Provinces of May 16th 2020. 

In addition, the following protocol also refers to the national "Safe reception" protocol of April 27th 2020 

on prevention against the spread of COVID-19 in accommodation facilities, which ensures that activities are 

resumed while limiting risks as much as possible, drawn up by Federalberghi, Confindustria hotels and 

Assohotel. 

These provisions apply, as of May 4th 2020, to staff on duty and are intended to provide information on the 

procedures to be maintained during the various work phases and on Personal Protective Equipment in 

order to ensure its most appropriate use. 

The competent bodies and the management of the company are engaged in a permanent updating of these 

recommendations and new information may be made available gradually. 

General measures 
General measures for the prevention and containment of contagion are essential, indispensable and 

founding factors of this corporate anti COVID-19 protocol.  

The following measures apply to all employees in all departments without exception. 

The most effective community prevention measures include: 

- frequently sanitize hands with soap and water and with the products provided 

- avoid touching eyes, nose and mouth; 

- wear a constant oronasal mask without a valve (must be worn covering both mouth and nose); 

- cough or sneeze by covering yourself with your bent arm or a handkerchief, which should then be 

removed immediately; 

- always maintain an interpersonal distance of not less than one meter; 

- avoid close contact / handshakes / hugs with other people; 
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It is forbidden for anyone who has had contact in the last 14 days with persons found to be positive for 

COVID-19 or from areas at risk according to WHO guidelines to enter the company. 

 

Every day, before going to the workplace, staff must monitor their body temperature with a domestic 

thermometer. If this temperature exceeds 37.5°C, the worker must not leave home because he or she will 

not be allowed access to the workplace. The person, who will have a body temperature higher than 37.5°C, 

will inform his General Practitioner and inform the management of his absence. The person will rely on the 

indications of their GP or the emergency management centre contacted. 

 

In any case, the company is entitled to measure the body temperature of employees or collaborators and 

of people who, for whatever reason, should enter the company. 

Before entering the workplace, staff must be subjected to body temperature control by the employer or 

delegate, according to the Lombardy Region Order No. 546 of May 13th, 2020.  This provision must also be 

implemented even if during the activity the worker should show symptoms of respiratory infection with 

COVID - 19 (e.g. cough, cold, conjunctivitis). If this temperature exceeds 37.5°, no access or stay in the 

workplace will be allowed. 

 

If a person present inside the accommodation facility (worker, guest, supplier, etc.) has a fever exceeding 

37.5° and/or symptoms of respiratory infection (dry cough, fever, sore throat, breathing difficulties), he/she 

must promptly inform the company management. If the person presenting the symptoms is an employee 

or collaborator, he/she must immediately stop working. 

 

The communication to the management must be made exclusively by telephone and in the case of a 

symptomatic guest through the reception. 

 

The company management shall promptly inform the health authority and the competent doctor (Dr. 

Fabretto) by contacting the emergency numbers for COVID-19 indicated by the Lombardy Region and listed 

here:  

- single number for Lombardy 800 89 45 45 

- for major emergencies 112 

- for general information from the Ministry of Health 1500 

 

If the person presenting the symptoms is an employee or collaborator, he/she will also have to deal with 

his or her GP, who will then proceed with the classification of the pathology, communication to INPS and 

consequently to the company. 

 

When a symptomatic case occurs, whether it is a guest, supplier or employee, in order to minimize the risk 

of contagion, the following measures must be taken while waiting for instructions or the arrival of the 

medical staff: 

- make him wear a surgical mask if he is not wearing one. 

- minimize contact with other people 

- direct it to your room or to an isolated room with the door closed, ensuring adequate natural 

ventilation 

- turn off air conditioning  
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- any form of assistance that cannot be postponed must be carried out by healthy people using the 

appropriate emergency KIT (kept at the reception) including an FFP2 mask, protective gown and 

gloves. 

- wash your hands thoroughly with hydroalcoholic solution before and after contact with the person 

- have the paper handkerchiefs used disposed of, directly by the patient, in a waterproof bag that 

will be disposed of by the healthcare personnel. 

 

The return to work, for an employee who tested positive at COVID-19, can only take place after the 

certificate of recovery issued by ATS-DIPS operators and GP. For the progressive reintegration of the 

workers, after the COVID-19 infection, the MC, only in the presence of a certificate of recovery and 

negative swab, according to the procedures provided by the territorial health department of competence, 

carries out the medical examination prior to the resumption of work, as required by Legislative Decree 

81/2008 and SMI. The swab must be requested to your GP. The company MMG cannot prescribe 

examinations. 

 

For the employee who is ill with symptoms attributable to COVID-19 and in the absence of a positive 

diagnosis by swab, not being followed by ATS, GP will issue the certificate of illness for INPS. The treating 

physician himself will establish the cure on a clinical basis, i.e. on the basis of the resolution of the 

symptomatology, by issuing a certificate of cure. 

 

At the entrance of each company access, special information leaflets will be displayed, on the main 

provisions issued by the competent authorities. 

 

Each worker is required to verify, at the OFFICIAL sources (www.governo.it - www.salute.gov.it - 

www.regione.lombardia.it) what are the latest instructions from government agencies in case of alleged 

contagion. 

 

 

The following document shows the procedures, equipment and extraordinary actions for the individual 

departments and/or areas of our hotel. 
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Entry / exit of employees in the company 
Procedure 

- To enter the hotel, use only the appropriate door (back hotel personal entrance) 

- Throw away any gloves used on the home-work trip in the dedicated bin next to the entrance 

- Sanitize your hands with the cleansing gel available on the floor stand 

- Wear the supplied protective mask  

- Go to the management office for temperature control, passing through the external gallery and 

without going to other areas of the hotel 

- Withdraw any PPE from the management office 

- All staff required to wear company uniforms must go directly to the changing rooms without 

stopping in other areas of the hotel. 

- Wear uniform and wash your hands   

- Go directly to your department 

- At the end of your shift go directly to the changing rooms without stopping in any area of the hotel. 

- Use the emergency door adjacent to the cloakroom to exit through the garage. 

 

Equipment 

- One or two masks per continuous shift, two in case of split shift 

- The templates will be delivered by the management on a weekly basis 

- PPE basket at the entrance and in the changing rooms 

- Footboard with special gel-disinfectant at the entrance and in the changing rooms 

- Thermo scanner for temperature measurement at direction 

 

Additional measures taken 
- Shift differentiation in order to reduce the number of people entering and leaving the company and 

in the changing rooms 

- Complete renovation and sanitization of the men's and women's changing rooms 

- Prohibition to use showers in changing rooms  

- Use of the lift back of the house limited to only one person at a time 

- Daily cleaning of changing rooms, entrance and exit doors and stairs with sanitizing product and 

frequent air exchange. A solution based on bleach must be used to wash the floor 

Staff canteen 
- Staff canteen hours may vary in order to ensure the best management of flows and to avoid 

gatherings 

- It is compulsory to wash your hands and use the sanitizing gel before and after every canteen break 

- The tables are arranged in order to guarantee a distance of at least 1 metre between the seats 

- Any buffet service is prohibited, including bread service 

- Tablecloths must be replaced each time they are used. In case of use of a cover over the tablecloth, 

it is sufficient to replace the tablecloths 
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- At the end of each canteen shift, all the usual disinfection measures of the surfaces and objects 

used (oil bottles, water bottles, water dispenser, floor, handles, coffee machine, etc.) must be 

carried out 

- The use of personal water bottles made available by the company is strongly recommended 

- In order to reduce the opportunities for gatherings, the use of the coffee machine used for guests 

at the waiters' office is temporarily suspended 

- There is a capsule coffee machine dedicated to the staff in the canteen area (Teodolinda room) 

with special sugar sachets and disposable scoops, to be used exclusively during meals 

Suppliers access 
- The supplier is obliged to use the mask and to sanitize the hands at the entrance using the 

appropriate dispenser 

- The supplier shall only use the supplier entrance door from 8 am to 2 pm 

- The supplier must stop within and no later than the special area identified by special signs, adjacent 

to the emergency exit at the waiters' office 

- In case of absence of the warehouseman or other employee (kitchen and living room) in the 

immediate vicinity should not enter the structure (in particular kitchen) but call the switchboard at 

039 39421 to notify of his presence 

- An employee of our staff will then take care of receiving the order, according to the methods in 

use, always maintaining at least 1 meter of distance and with the obligation to sanitize the hands 

once received the goods 

- Access by a supplier to the other parts of the hotel is allowed only by appointment and limited to 

service and maintenance providers 

- Once the goods have been delivered, the supplier will leave the exit, located in the emergency exit 

door in the waiters' office 

Reception 
Procedures 

- In order to avoid a crowd at the reception desk all customers are invited to approach the reception 

one at a time respecting the safety distance of one meter, as explained on the sign. 

- Keeping the tone of friendliness associated with the reception activity avoid shaking hands, hugging 

or kissing guests 

- Invite the guest to use the gel present next to the reception desk. 

- Inform the guest of the main anti-covid measures present in the hotel and invite him/her to see the 

appropriate signs 

- Deliver one mask per customer at check-in inviting them to wear it if they are not already doing so 

- Guests must, according to current law, always wear the mask with the exception of their room 

- The reception staff must also measure the customer's temperature with a special thermo scanner 

before entering the room. If the customer's temperature is >37.5°, he/she will not be allowed 

access to the hotel and must immediately activate the procedure for symptomatic cases indicated 

in the "general measures" of this document 

- The reception staff must, as far as possible, assist the customer from behind the counter using the 

protection of the appropriate partition panel, equipped with a document slot 

- Minimize hand contact with guests' belongings, trying to limit yourself to the check-in and check-

out procedure only 
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- Deliver information sheet containing the anti-covid measures and the main information on hotel 

services in order to speed up the check-in procedure and reduce the information material in the 

room 

- Any additional masks, gloves, sanitizing gels or disinfectants requested by customers are available 

at the reception according to the price list 

- Deliver the key, without fringes, previously sanitized with a special product  

- Invite guests to keep the key for the duration of their stay 

- Sanitize the key whenever it is returned by the customer 

- In the case of multiple bookings (groups, large families, etc. ...) the group leader is invited to be the 

sole agent for the check-in procedure 

- When requesting the account always use the disposable account holder, suggest to the customer 

electronic payment methods preferably contactless, which are considered more secure than cash   

Equipment 
- In addition to the mandatory use of the mask, gloves are required for baggage handling and 

cleaning 

- For other situations, the use of gloves is not mandatory, although they remain at the worker's 

disposal 

- Hygienic gel dispenser located at the entrance of the hotel next to the reception desk.  

- Suitable waste bins  

- Information signs placed at the points of passage 

- Emergency KIT with complete personal protective equipment (symptomatic case) and emergency 

numbers for symptomatic host management  

- Thermo scanner for temperature measurement at reception 

- Sanitizing product always available 

- A copy of the following protocol in Italian and English is available to customers and employees at 

the reception desk 

Additional measures taken 
- Special entry and exit doors have been identified in order to divide customer entry and exit flows as 

far as possible 

- The reception area must be periodically ventilated 

- The use of the guest lift is limited to one person at a time and the use of the stairs is preferable 

- This measure may be waived in the case of persons who are part of the same household or who 

share the room 

- Every object supplied to guests by the structure must be sanitized before and after each use (e.g. 

bicycle, adapter, etc...) 

- In the wardrobe it is necessary to avoid contact between the objects of the different guests by 

maintaining adequate distances between the overcoats 

- The parking of the car must be done by the guest, if this is not possible the attendant must also 

wear gloves and ventilate the passenger compartment 

- The following hazardous surfaces must be cleaned frequently with the appropriate sanitizing 

product by the receptionist, with particular care and attention at the end of the work shift 

o Front office desk 

o Computer, telephon, POS, etc.. (It is advisable to remove all non-essential objects from the 

worktop) 
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o Internet workstation is cleaned with sanitizer after each possible use 

o Entrance door handles and external handrails 

o Internal and external lift buttons  

o Boiserie room surfaces 

- The receptionist is also obliged to check the state of the public bathrooms in the hall and intervene 

by emptying the appropriate baskets and sanitizing with a special product where necessary 

- Daily night cleaning must be carried out with particular care: 

o Lobby floors, cloakroom, elevator hallway and adjoining room are washed and sanitized 

with appropriate products 

o The lift and the hoist are totally sanitized with a special nebulizer 

o Furniture and all contact surfaces (sofas, armchairs and furnishings) are cleaned daily 

according to company practice 

o Internet workstation is cleaned daily with a special sanitizing product 

o Entrance door handles, external handrails, Sala Reale door handles, bathroom entrance 

doors and wardrobe are sanitized with the special product 

- Once a week, in addition to the above mentioned daily cleaning operations, a complete sanitization 

of the reception area and annexes will be carried out with a special nebulizer 

 

Cleaning of rooms and common areas 
Procedures 

- The daily cleaning is carried out according to the practice in use in the company using detergents 

suitable for the different types of material treated 

- The sanitation of the environment is the activity that concerns the complex of operations aimed at 

making a given environment healthy through normal cleaning aimed at removing dirt and 

subsequent disinfection with the use of the specific sanitizing product supplied 

- Avoid the simultaneous presence of several employees in the same room, one maid per room 

- During the cleaning of the rooms the guest must not be present 

- Ventilate the room immediately, opening the windows 

- In case of a stop, the room will be thoroughly cleaned according to current practice; once the 

cleaning is finished, use sanitizing product for the surfaces most at risk (door and window handles, 

cupboard handles, remote control, telephone, etc.) 

- In case of departure, the room will be cleaned according to the practice in use for the rooms in 

departure including the cleaning of the floor with sanitizer; once the cleaning is finished, use the 

sanitizer for all surfaces that have come into contact with the guest (door and window handles, 

wardrobe inside and outside, remote control, telephone, minibar and intact packaging, bedside 

tables, desk, seat, bathroom floor and sanitary ware) 

- Replace or sanitize even the objects not used by the client but which may have come into contact 

(glass, bottle opener, etc.) 

- Once the previous procedures have been completed, use the ozonizartic machine for at least 15 

minutes per room 

- In order to eliminate the residual ozone in the chamber, always ventilate the chamber for at least 

15 minutes after the use of the appropriate machine 

- Place a pair of disposable slippers next to the room entrance door 
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- In case of linen change, the used linen must be stored in a closed bag. Clean, dirty linen must not 

come into contact 

- Do not use dirty linen as a support when cleaning the room 

- All cloths and wipes required for cleaning must be changed and washed daily or alternatively 

disposable 

- In the relevant common areas (corridors and guest stairs) all elements that come into repeated 

contact with the guests (lift push-buttons, handles and grab bars, telephones, handrails etc...) must 

be cleaned daily with sanitizer 

- The public bathrooms in the hall must be cleaned daily according to company practice using 

detergents suitable for the different types of material treated, in addition the sanitizing product 

must be used on all surfaces at risk (handles, flushing and taps)  

- At the end of the service shift the trolley used must be cleaned, tidied up and restored with all the 

missing materials 

 

Equipment 
- In case of linen change, the used linen must be stored in a closed bag. Clean, dirty linen must not 

come into contact 

- Do not use dirty linen as a support when cleaning the room 

- All cloths and wipes required for cleaning must be changed and washed daily or alternatively 

disposable 

- In the relevant common areas (corridors and guest stairs) all elements that come into repeated 

contact with the guests (lift push-buttons, handles and grab bars, telephones, handrails etc...) must 

be cleaned daily with sanitizer 

- The public bathrooms in the hall must be cleaned daily according to company practice using 

detergents suitable for the different types of material treated, in addition the sanitizing product 

must be used on all surfaces at risk (handles, flushing and taps) 

- At the end of the service shift the trolley used must be cleaned, tidied up and restored with all the 

missing materials 

Additional measures taken 
- All printed information and advertising material is temporarily removed from the rooms 

- All bedspreads, runners and decorative pillows are temporarily removed from rooms 

- Carpets and bedding are temporarily removed from the rooms with the exception of the daily use 

of the bathroom mat 

- In beds without duvet, the blanket must not be used. The bed is only made with sanitized cotton 

piqué sheets and blankets. In these rooms the blanket must be placed in the clean closed wardrobe 

in a laundry bag. In case the client is leaving, the blanket used must be replaced in the wardrobe 

with a clean laundry bag and always bagged 

- In the public bathrooms in the lobby the cloakroom rug and the anti-bathroom walkway will be 

temporarily removed 

- In public bathrooms, roller towels are removed and temporarily replaced with disposable wipes. 

- There are temporarily closed gym, sauna and lounge in the Villa dépendance 

- All the rooms in use have undergone extraordinary cleaning, maintenance and sanitization during 

the closing period with particular attention to the sanitization of all fabrics, bathrooms and 

ventilation systems 
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- All the rooms used and the common areas are subject to periodic additional sanitization with a 

special atomiser (weekly) 

Kitchen and food preparation 
Procedures 

- Hand washing provides a greater barrier to infection than wearing disposable gloves, so food 

workers should wash their hands thoroughly and frequently with normal soap and warm running 

water. Hand disinfectants can be used as an additional measure but should not replace hand 

washing 

- The daily cleaning is carried out according to the practice in use in the company using detergents 

suitable for the different types of material treated 

- At the end of each service (twice a day) all surfaces must be sanitized with the sanitizing and 

virucidal product 

- In addition, a bleach-based solution must be used for daily floor washing 

- Frequently wash utensils in contact with food 

- All dishes, cutlery and glasses must be washed in a professional dishwasher with suitable 

detergents, including items that have not been used if there is a possibility that they have been 

touched by guests or staff 

- If washing in a dishwasher is not possible, wash, disinfect and rinse manually, using the highest 

level of precaution, drying with disposable paper or clean and sanitized cloths 

- In the case of take-away or take-home food service, the food must be delivered to customers in 

suitable disposable containers, carefully closed so as to prevent accidental spillage of material 

Equipment 
- In addition to the mandatory use of the mask, food preparers must wear gloves and paper hats 

- In particular, gloves must be changed after performing non-food-related activities, such as 

opening/closing the doors to enter and exit the kitchen, picking up goods from suppliers and 

emptying containers 

- Sanitizing gel dispenser next to the preparation sink 

- Pedal waste bin 

Additional measures taken 
- The entire kitchen area is subjected to periodic additional sanitization with a special atomiser 

(weekly) 
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Restaurant services 
Procedures 

- Hand washing provides a greater barrier to infection than wearing disposable gloves, so food 

workers should wash their hands thoroughly and frequently with normal soap and warm running 

water. Hand disinfectants can be used as an additional measure but should not replace hand 

washing 

- Any form of buffet service is temporarily suspended 

- Consumption at the counter is not permitted 

- Breakfast will be served exclusively at the table on the veranda or, alternatively, in the room 

according to the guest's preference 

- All food to be administered through room service must be protected by appropriate cloches against 

accidental contamination 

- Check that the tables, both inside and outside, are arranged in such a way that the seats ensure 

interpersonal separation of at least 1 metre between customers   

- In order to limit queues at the entrance, the customer will be warmly invited to make the 

reservation in advance. In any case, there are signs at the entrance to the restaurant area to 

remind customers to keep a safe distance of at least one metre 

- Keeping the tone of friendliness connected to the reception activity avoid shaking hands, hugging 

or kissing guests and invite the guest to use the special gel present at the entrance of the area 

dedicated to the restaurant 

- Masks, gloves and sanitizing gel are available to the customer free of charge if he requests it and 

invite the guest to wear the mask if he is not already doing so 

- Customers will have to wear the mask whenever you're not sitting at the table 

- All menus used must be sanitized after each use and the internal sheets printed and replaced at 

each service  

- Always keep a safety distance of at least one metre as far as possible when interacting with the 

customer, e.g. when taking the order, always wearing the mask 

- When requesting the account, always use the disposable account holder, suggest to the customer 

preferably contactless electronic payment methods, as it is not only considered safer than cash but 

also to avoid gathering at the checkout 

- At the end of each table service all the usual surface disinfection measures should be carried out  

- Tablecloths must be replaced each time they are used. In case of use of a cover over the tablecloth, 

it is sufficient to replace the tablecloth. When tablecloths that cover the entire surface of the table 

are not to be used, the table must be sanitized with the sanitizing and virucidal product after each 

use when the guest leaves 

- All the tablecloths used must be placed in special closed bags to be taken to the wardrobe in the 

area adjacent to the washing machines, clean tablecloths and napkins must never come into 

contact with dirty ones 

- The objects used for a service (bread basket, condiment products, sugar bowl, trays, etc...), if not 

disposable, must necessarily be sanitized with the sanitizing product after each use or must be 

washed in a professional dishwasher, including objects that have not been used if there is the 

possibility that they have been touched by guests or staff 
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- All dishes, cutlery and glasses must be washed in a professional dishwasher with suitable 

detergents, including items that have not been used if there is a possibility that they have been 

touched by guests or staff 

- The catering area must be ventilated frequently. In mild or warm temperatures, always keep all or 

part of the sliding French windows on the veranda open 

- Cleaning is carried out according to company practice using detergents suitable for the different 

types of material treated after each service, with particular attention to surfaces at risk (handles, 

counter, cash desk, POS, etc..) using the sanitizing and virucidal product 

- At the end of the evening shift all floors must be sanitized daily using the sanitizing and virucidal 

product  

 

Equipment 

- In addition to the mandatory use of the mask, food and beverage preparation workers must wear 

gloves 

- In addition to the obligation to use the mask, the service workers must wear gloves during all 

phases of table or room service 

- Sanitizing gel dispenser next to the restaurant entrance, in the Veranda and in the waiters' office 

- The bar case workstation is equipped with physical barriers made of Plexiglas 

- Sanitizing product available 

- Signs to make it easier to respect the distance at the cash desk and at the entrance of the 

restaurant 

 

Additional measures taken 
- All sessions have been arranged in such a way as to guarantee interpersonal distance of at least 1 

metre between clients  

- Priority is given to the use of outdoor spaces with enlargement of the usual dining area to the 

terrace adjacent to the hotel entrance 

- A list of customers who have booked for a period of 14 days is kept at the reception 

- In the wardrobe it is necessary to avoid contact between the objects of the different guests by 

maintaining adequate distances between the overcoats 

- All meetings, conferences and events are currently suspended. Exceptions to this provision must be 

approved in advance by the management. The meeting rooms can however be made available to 

clients, subject to the approval of the management, only after complete sanitization of the 

environment and remodeling of the spaces 

- The entire area dedicated to catering is subject to periodic additional sanitization with a special 

atomiser (weekly) 
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Offices 
Procedures 

- The maximum use of the agile working mode is attested for all the activities that can be carried out 

by the worker at home or at a distance 

- At the end of your work shift you must proceed to sanitize your keyboard, telephone, mouse, etc.. 

with a special sanitizing product 

 

Equipment 

- Obligation to use the mask 

- Sanitizing product available 

 

Additional measures taken 
- Frequently ventilate the office while keeping the windows open and limiting the use of air 

conditioning 

- All office areas have undergone thorough cleaning and sanitization and are subject to periodic 

additional sanitization with a special atomiser (weekly) 

- The bathroom in the commercial office is temporarily closed in order to ensure adequate daily 

sanitization of the bathrooms dedicated to staff. Office staff are kindly requested to use only the 

bathrooms in the changing rooms 

Ventilation and microclimate  
- All the hotel rooms must be ventilated frequently 
- All the ventilation characteristics of the rooms and ventilation systems have been checked by a 

specialist supplier 
- All the filter packs of the ventilation and/or air conditioning systems have been cleaned, sanitized 

and where necessary replaced 
- In the restaurant area it is preferable to change natural air by keeping the sliding doors of the 

Veranda open and turning off the air conditioning if the temperatures and weather conditions 
allow it 

- The air recirculation function has been eliminated, where possible, from all air conditioning and 
mechanical ventilation systems 

 

This document was drafted after consultation with the RLS and in collaboration with the RSPP and the 

Competent Doctor. 

This situation, expressed in the following protocol, is clearly to be considered totally exceptional and liable 

to evolve, therefore also the corrective actions that have been undertaken and implemented should be.  

 

We are open to your advice and trust in your availability. 

 

The Management 


