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Tourism & Hospitality Best Practices Template

1.0 Overview

1.1 Purpose
This document provides practical advice and guidelines to ensure safe operations, as businesses seek to
reopen or ramp up their operations after the COVID-19 pandemic.

1.2 Public Health Directives
(The content here will be substituted by relevant PHO directives in force at the time of release)

The Provincial Health Officer is the senior public health official for B.C., and is responsible for monitoring
the health of the population across the province, providing independent advice to the ministers and
public officials on public health issues.

The responsibilities of the Provincial Health Officer (PHO) are outlined in the Public Health Act and
include the following:

e provide independent advice to the ministers and public officials on public health issues;

e monitor the health of the population of B.C. and advise on public health issues and on the need
for legislation, policies and practices;

e recommend actions to improve the health and wellness of the population of B.C.;

e deliver reports that are in the public interest on the health of the population and on
government’s progress in achieving population health targets;

e establish standards of practice for and conduct performance reviews of Medical Health Officers;
and

o work with the B.C. Centre for Disease Control and Prevention and B.C.’s Medical Health Officers
across the province to fulfill their legislated mandates on disease control and health protection.

1.3 WorkSafeBC Directives (Workers Compensation Act/OHS Regulation Requirements)
WorkSafeBC is a provincial agency dedicated to promoting safe and healthy workplaces across B.C. They
partner with workers and employers to prevent work-related injury, disease, and disability. Their
services include education, prevention, compensation and support for injured workers, and no-fault
insurance to protect employers and workers.

WorkSafeBC helps businesses meet their obligations under the Workers Compensatiofictand the
Occupational Health and Safety Regulation. All employers in British Columbia have an obligation under
the Actto ensure the health and safety of workers and other parties at their workplace. With respect to
COVID-19, that responsibility includes protecting workers by following the orders issued by the office of
the provincial health officer, guidance provided by the BC Centre for Disease Control and the latest news
released from the government. In addition, employers must implement policies and procedures to
protect workers from the risk of exposure to COVID-19.

Employers should consider how best to communicate about potential exposure to COVID-19 in the
workplace to workers. A system should be introduced whereby workers (including joint health and
safety committee representatives and worker representatives) are able to inform management of
concerns related to being exposed to COVID-19 in the workplace. Open communication is key to finding
out about specific tasks that concern workers as well as gaining input on appropriate control measures
to keep workers safe.
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Workers should know and understand their workplace health and safety responsibilities — and those of
others. Workers have three key rights:

e the right to know about hazards in the workplace;

e the right to participate in health and safety activities in the workplace;

e and the right to refuse unsafe work.

1.4 Right to refuse unsafe work

Workers in B.C. have the right to refuse work if they believe it presents an undue hazard. An undue
hazard is an “unwarranted, inappropriate, excessive, or disproportionate” risk, above and beyond the
potential exposure a general member of the public would face through regular, day-to-day activity. In
these circumstances, the worker should follow some specific steps within their workplace to resolve the
issue. The worker should report any undue hazard to their employer for investigation and the employers
would then need to consider the refusal on a case-by-case basis, depending on the situation.

If the matter is not resolved, the worker and the supervisor or employer must contact WorkSafeBC and
a prevention officer will then investigate and take steps to find a workable solution for all involved.

If entering the workplace, workers should:
e Comply with the employer’s instructions around minimizing exposure to COVID-19.
e Wash their hands frequently, and/or use hand sanitizer.
e Take steps to minimize exposure to COVID-19 while away from work.

1.5 Recognize Hazards/Assess Risks

Every workplace is unique. Businesses must regularly assess all the hazards within their operations,
taking appropriate steps to eliminate or control the associated risk. This process is referred to as a risk
assessment.

Within the tourism and hospitality industry, there are many routine situations where staff will have
contact with customers, coworkers and the physical environment itself (surfaces, doors, equipment
etc.). These encounters could give rise to contact with COVID-19, if not controlled adequately.

All businesses must think about the risks in their workplace and take steps to control them. Such
controls will include adhering to current public health orders, if applicable, public health advice, as well
as implementing best practices to keep your employees and guests safe.

We have outlined some best practices that employers should consider when implementing COVID-19
related controls in the workplace. When selecting a safeguard or a combination of safeguards, always
start at the top of the hierarchy shown below to control the hazards. Choose a less effective safeguard
only when more effective solutions are impracticable and continuously monitor to ensure they are
providing the best level of protection to workers.

The hierarchy of controls (in order of their effectiveness):

Elimination or substitution: Has the employer fully considered eliminating or postponing work tasks
that may create a risk of exposure to COVID-19? Are there opportunities to work from home or can
work processes be changed to reduce contact with others?

Engineering controls: Are engineering controls, such as physical barriers, practicable?
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Administrative controls: Has the employer fully considered in what ways work practices can be altered
to minimize exposure, such as physical distancing or enhancing cleaning protocols?

Personal protective equipment (PPE): This last form of protection should only be considered after
careful consideration of the previous control measures. The use of gloves and face masks may be
considered where none of the above controls are possible/effective. If gloves and masks are used,
proper usage guidelines should be followed (Appendix 2)

1.6 Exposure Control Plan

Formal exposure control plans are not required for most industries. Employers operating in the tourism
and hospitality industry would not be required to have an exposure control plan but would be required
to implement procedures to minimize or eliminate the risk of exposure to biological agents, such as
COVID-19. The requirements include a provision for written procedures to eliminate or minimize the risk
of exposure, communicating precautions to workers, and training supervisors and workers to follow the
precautions.

Employers must also undertake regular inspections of the workplace and remedy unsafe or harmful
conditions without delay. With respect to potential COVID-19 exposures:

e Employers should ensure that physical distancing is maintained wherever possible

e Review work procedures to ensure appropriate distancing

e Identify potential means of transmission on surfaces and minimize worker contact with those
surfaces

e Employers must stay informed of all public health orders, directions, and requirements, and take
appropriate action in their workplace to prevent transmission of the virus.

1.7 Mental health, violence, bullying and harassment

A public health emergency, like the COVID-19 pandemic, can cause heightened stress, anxiety, fear and
a lack of control. It can challenge individuals in different ways, impacting the workplace and home life,
as they try to cope. People may not cope or behave as they typically would and this could lead to the
manifestation of mental health concerns, escalating violence and bullying and harassment.

Mental health and wellbeing should be openly discussed in the workplace and information on potential
resources that may be of help to workers should be made available. Some measures that employers can
implement include the following:

1. Have a plan. Let employees know that you are thinking and looking ahead, that you will stay well-
informed and that you can answer the questions they already have: What if | get sick? How do |
take time off work? What if my family member contracts the virus? You may want to compile
frequently asked questions and direct employees to them often.

2. Communicate, share and be open. Worry and fear grow in the absence of up-to-date information.
Let your employees know that they can expect regular updates from you. Communicate even if
the situation remains unchanged.

3. Empathize. Share that you know it’s stressful. Recognize that it’s okay to be anxious. Remind your
employees of any resources (e.g. EAP) that are available for those who are experiencing stress.

4. Reassure—as best you can. You can refer to reports indicating that most people who become
infected with the virus will recover.
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5. Understand. Recognize when stress has become unmanageable for individual employees. Stress
can lead to anxiety and even panic. Some employees may need mental health days and medical
intervention in order to cope. Encourage employees to practice self-care activities on-the-job and
reassure them that it’s ok to take steps to manage stress, such as relaxation exercises, listening to
relaxing music or taking regular breaks.

6. Recognize this is not quite ‘business as usual.” Know that work will likely be impacted—work will
slow down, necessary travel may be cancelled. Reassure staff that expectations will shift
accordingly, and that’s ok. We will get through this!

The potential for violence exists whenever there is direct interaction between workers and non-workers.

Employers must provide a workplace as safe from the threat of violence as possible. If there is a risk of

violence in a workplace, the employer must set up and instruct workers on procedures to eliminate or

minimize therisks. Cr uci al 'y, vi ol ence d o étheréxdmplgs of gidlencéim c | ude
the workplace include spreading rumours, swearing, verbal abuse, pranks, arguments, property damage,

vandalism and more. Some of these tendencies may be more likely to manifest when individuals are

dealing with high levels of stress and uncertainty, consistent with a pandemic situation.

Employers are not just responsible for taking reasonable steps to prevent bullying and harassment by
their employees. They also have a duty to take reasonable steps to prevent bullying and harassment by
members of the public, clients, or anyone a worker may come into contact with while in the course of
their employment.

Coronavirus-induced anxiety could lead to a hyper-awareness of any signs of sickness in the workplace.
This could translate to increasing tension and unfair treatment when an individual is suspected of having
the virus, whether they are a staff member or a customer.

Even when working from home, employees could be facing all manner of personal problems that are not
immediately apparent to their colleagues. Employers should encourage a culture whereby workers look
out for each other instead of trying to bring each other down. This approach is more critical when team
members are not physically together or when some team members are continuing to work from home
some of the time.

Open communication about COVID-19 controls and protocols in the workplace is essential in order to
set the tone and encourage buy in from workers. A hostile work environment could quickly develop
when there is a lack of leadership and rules around COVID-19 are too vague or aren’t enforced
systematically. This could lead to perceived victimization, for instance, when a particular staff member
feels as if they are excessively targeted for physical distancing when others are not. Staff members who
follow the proper protocols may feel humiliated when other workers ridicule and exclude them for
taking extra precautions.

Here are some tips for employers with regard to managing bullying and harassment in the workplace:

e Ensure everyone in the workplace — employees, supervisors, contractors, etc. — understands their
duties and obligations with respect to preventing bullying and harassment;

e Ensure a policy with clear reporting procedures is in place that directs to the appropriate person;

e Take all complaints of bullying and harassment seriously.
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1.8 Return to Work Occupational Health & Safety Training
Upon returning to work after a period of absence, workers should receive refresher orientation training
from their employer. Training must be

Specific to the workplace and, in addition to acting as a refresher, it should also include any new
arrangements or controls developed in response to the COVID-19 pandemic
Should explain essential health and safety information, such as worker rights and
responsibilities, work rules, hazards and safe work procedures
Information around specific COVID-19 protocols or procedures, including

0 Rules around physical distancing

0 Hand washing

0 Reporting COVID-19 symptoms

0 General cleaning procedures should be discussed to ensure a consistent approach by all

2.0 General Operating Guidelines

2.1 General Practices
While every workplace is different, and practices may vary depending on the location and nature of the business,
there are some general guidelines that apply:

Maintain good personal and environmental hygiene
Ensure good ventilation
Maintain proper function of washrooms, drains and pipes.
Cover nose and mouth with tissue paper while sneezing or coughing, and dispose of nasal and mouth
discharge properly.
Maintain physical distancing (at least 2 metres)
Keep hands clean and wash hands properly:
0 before touching eyes, nose and mouth if there is a need to do so
0 after handling objects soiled by respiratory or other body secretions
0 after touching high contact surfaces or equipment, such as escalator handrails, elevator control
panels or door handles
People with symptoms of cold, cough or fever should self-isolate and contact their doctor if symptoms
persist
People returning from outside the province/country should follow public health guidelines after the trip

2.2 Employee Policies
Employees Must

Practice physical distancing by working at least 2 metres apart from co-workers whenever
possible

Continue to follow all other safe work procedures. If it is unsafe to work, talk to a supervisor,
joint health and safety committee or worker representative, and/or union, if present

Stay home if they are sick or might be sick. Use the BC Ministry of Health for self-assessment:
https://bc.thrive.health/covid19/en

Avoid touching their face

Wash their hands at the start of their shift, before eating or drinking, after touching shared
items, after using the washroom, after handling cash or credit/debit cards, after touching
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common items, after each delivery (if contact was made) and at the end of their shift. Remove
jewellery while washing.

2.2.1 Workplace WellnesSick Leave Policy
Employers should ensure that workers do not come to work if they are displaying symptoms of COVID-
19. This includes workers who fall into the below categories:

e Anyone with COVID-19-like symptoms such as a sore throat, fever, sneezing, or coughing must
self-isolate at home for a minimum of 10 days from onset of symptoms, until their symptoms
are completely resolved.

e Workers who have travelled internationally. In these cases, they must remain away from the
workplace for at least 14 days.

o Workers who live in the same household as a confirmed or clinical COVID-19 case who is self-
isolating.

If workers report having COVID-19-like symptoms while at work:

e Send them home to recover for the prescribed self-isolation period.

e (Clean and disinfect their work station and any areas or tools that they were using as part of their
job.

e Follow any directions from public health with regard to detailed cleaning, temporary closure and
trace contacting.

Employers should ensure that these policies are communicated to their managers, supervisors, and
workers and they must have a process for communicating with workers who may fall into one of the
categories of those who should not come to work.

Employers must ensure they have clear policies that address the following:

e Expectations from employees when they report to work (e.g. washing hands, wearing PPE,
undergoing wellness assessment)

e What employees do when they feel sick (e.g. reporting procedures)

e Sick leave entitlement

2.2.2 Zero Toleranc@rogressive Discipline Policy

The responsibility for meeting the requirements of occupational health and safety legislation ultimately
lies with the employer. Employees are required to follow the health and safety rules in the workplace
and the employer needs to ensure employees do so. For employees who are observed to not be
following these rules, employers are expected to use discipline, which includes verbal and written
warnings, and in extreme cases, termination. Therefore, it is essential that employers have a progressive
discipline policy and all employees are familiar with it.

2.3 Customer Policies
Messaging to Customers

e If you have underlying medical conditions, it is recommended that you not visit our facility
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e Anyone displaying symptoms of COVID-19, which primarily displays as a persistent cough, will
not be permitted on the premises. If you are sick, please stay home

e [f you have travelled outside Canada, you are not permitted on our premises until you have self-
isolated for a minimum of 14 days

e If you are displaying symptoms of COVID-19 or you live in a household where someone is
showing symptoms of COVID-19, please stay home

e Physical distancing is required at all times (minimum of 2 metres)

e Failure to observe physical distancing risks the closure of the facility, and as such, you will be
asked to leave the premises

e Washrooms on the premises are disinfected frequently; hand sanitizers are located at

2.4 Physical Distancing

2.4.1 PhysicabDistancing ér Enployees

Involve your joint health and safety committee (or worker representative) in brainstorming

physical distancing measures that could work in the spaces they work in. Have your joint committee
consider the interactions they have with others, solicit input from the team and encourage all workers
to promote the approved physical distancing measures. Spread the message that the most considerate
thing your workers can do for their co-workers and customers is to keep a distance of two metres
between themselves and the people they work with. Encourage workers to use a standard greeting with
each other that is positive but reminds others to keep a safe distance. There are many ways that
employers can work to ensure that physical distance between workers is maintained. Some options may
include:

e revising work schedules or implementing work-from-home policies for some staff to limit the
number of workers on site at a given time

e posting occupancy limits on elevators and other small spaces

e limiting the number of workers at one time in break locations by staggering break times

e reducing in-person meetings and other gatherings

e maintaining an up-to-date list of employees at the workplace

e using tape to mark of areas where workers can and cannot walk, or to mark off areas where
workers may walk only in one direction (such as down an aisle or narrow corridor)

e posting signage to remind workers to maintain their distance when interacting

e postponing, re-arranging, or planning work tasks in such a way that workers are not required to
work in proximity to one another

e using machines or other equipment to assist with job tasks usually performed by two workers,
such as lifting or carrying heavy objects

e managing worker transportation so that two workers are not required to travel in a single
vehicle

The aim is to do everything possible to limit in-person interactions, while finding new and more
protective ways to operate within the physical infrastructure of the workplace. With this in mind,
everyone in the workplace must adhere to the following:

e do not come to work if you are sick

9|Page V3 May 6, 2020



report to work with mindset to abide by physical distancing processes

continue to follow all existing safe work procedures in the workplace

wash and sanitize hands regularly, cough/sneeze into upper sleeve or elbow (not your hands)
avoid physical contact with others

if you notice that another employee is not abiding by the physical distancing policy, you must
report it to a supervisor

reconfigure the workplace to maintain appropriate distance between workers

Other ways in which businesses may achieve physical distancing among employees include the
following:

24.2

reducing non-critical meetings and non-essential visitors

staggering start times and break times to avoid large groups of employees

designating additional rooms as break areas

removing furniture from break rooms, increasing the spacing or adding signs to fixed seating to
advise not to sit

increasing sanitation and disinfection practices across the establishment

PhysicabDistancingDuring Worker Transportation

If workers are travelling by road vehicle, the following control measures should be considered:

Employers should limit the number of workers being transported at any one given time and
employ measures to ensure distance between workers is maintained. This could include
adjusting the number of workers transported, blocking seats and using larger or multiple
vehicles. Distancing is also important when loading and unloading.
Employers should have hand-washing facilities or sanitizing stations available to workers as they
enter and exit the vehicle.
Whenever possible, workers should travel alone in their vehicles in order to practice physical
distancing. (Consider working alone or in isolation controls, in this situation).
If it is not possible to ensure 2 metres of distance between workers in a vehicle, the employer
must consider other control measures, such as personal protective equipment (PPE) where
appropriate.
Employers must ensure that high-contact surfaces within the vehicle are routinely cleaned.
These include seatbelts, headrests, door handles, steering wheels and hand holds.
Employers may consider installing a barrier, similar to a “sneeze guard,” in vehicles transporting
workers. While this may be feasible in some vehicles depending on their size, type, and
configuration, employers should be aware that modifying vehicles in any way may introduce
additional hazards to the vehicle and occupants. Any barriers should be installed in such a way
that they:

0 are not rigidly affixed to the vehicle, and

0 do not introduce hazards, such as restricting the drivers field of vision, means of escape

in the event of an accident, or access to controls.

Any changes to the passenger compartment and vehicle used for transportation of workers
must still be consistent with requirements set out in the Occupational Health and Safety
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Regulation. Any barrier installed should be made of a material that can be cleaned and
disinfected and should be regularly cleaned as part of the overall cleaning practices for the
vehicle used to transport workers.

2.4.3 PhysicabDistancing folQustomers

From a customer perspective, businesses must implement physical distancing to reduce opportunities
for interactions among large groups that would have prolonged close contact. Practically this might
mean limiting the number of patrons who enter your business and discontinuing service in areas where
physical distancing cannot be practiced (e.g., counter service).

Ways in which businesses may achieve physical distancing among customers include the following:

e Use signs and markings to direct customers, to indicate appropriate distances to stand, to mark
direction of travel, to designate entrances and exits, or to identify a drive-thru lane or pick up
zone

e Promote one-way travel

e Limit the number of customers allowed into your business

e Provide a waiting area outdoors with markers to designate safe distances if it is safe to do so

e Install barriers at and between cash registers to prevent encroachment

o |[f self-service is still available, discontinue open salad bars, buffets, and areas that require using
the same utensils

e Mark the floor at 2 metre intervals to promote physical distancing in aisles, line ups, and at self-
service cash registers

e Label certain tables and chairs unavailable for use, or remove entirely, to maintain appropriate
distances between customers.

2.5 Sanitation & Hygiene
2.5.1 HandHygiene

Respiratory viruses like coronavirus disease (COVID-19) spread when mucus or droplets containing the
virus get into your body through your eyes, nose or throat. Most often, this happens through your
hands. Hands are also one of the most common ways that the virus spreads from one person to the
next. During a global pandemic, one of the cheapest, easiest, and most important ways to prevent the
spread of a virus is to wash your hands frequently with soap and water.

Below is a step-by-step process for effective handwashing, to remove all traces of the virus:

e Step 1: Wet hands with running water

e Step 2: Apply enough soap to cover wet hands

e Step 3: Scrub all surfaces of the hands — including back of hands, between fingers and under
nails — for at least 20 seconds.

e Step 4: Rinse thoroughly with running water

e Step 5: Dry hands with a clean cloth or single-use towel

e Step 6: Use towel to turn off the faucet
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Employers should ensure that materials for adhering to hand hygiene are available on their premises.
Provide receptacles for used tissue paper disposal. Provide conveniently-located dispensers of alcohol-
based hand sanitizer; where sinks are available, ensure that supplies for handwashing (i.e., liquid soap
and disposable towels) are consistently available.

2.5.2 Personal Protective Equipment

Personal Protective Equipment (PPE) is specialized clothing or equipment worn by an employee for
protection against infectious materials. It should serve as a last resort that should not replace any other
risk control and infection control measures. However, sufficient stock of PPE should be kept to ensure its
provision to protect employees from exposure to infectious agents in the workplace. The common PPE
used includes:

Surgical mask Wear a surgical mask to protect mucous membranes of the nose and mouth during
procedures that are likely to cause exposure to blood or body fluids (for example, in case of handling or
segregating heavily soiled linen sheets or laundering items of hotel guests).

Particulate respirator Use a particulate respirator (e.g., N95 respirator) for first aid attendants, or for
maintenance work on ventilation systems etc.

Gloves Wear disposable gloves when touching blood, body fluids, mucous membrane or contaminated
items. Remove gloves promptly after use and perform hand hygiene immediately. Gloves do not replace
hand hygiene.

Gown or apron Wear gown or apron to protect skin or trunk and to prevent soiling of clothing during
procedures that are likely to generate splashes or sprays of blood, body fluids, secretions, or excretions.
Wear a coverall for conducting high pressure water spraying during ventilation system maintenance or
when substantial whole-body contamination is anticipated. Remove soiled gown as promptly as possible
and perform hand hygiene to avoid transfer of microorganisms to other people or environments.

Goggles / Face shield Wear a goggles / face shield to protect the mucous membrane of the eyes when
carrying out procedure that are likely to generate splashes or sprays of blood or body fluids of the guests
(e.g., handling of heavily soiled linen sheets or cleaning, changing dust filters of the ventilation system,
or for first aid attendants). Wear goggles / face shield when conducting high pressure water spraying for
ventilation system maintenance. Ordinary spectacles do not provide adequate protection. Goggles / face
shield should be changed after procedure or whenever contaminated. Reusable goggles / face shield
should be washed and decontaminated in accordance with manufacturer’s instructions.

2.5.3 Environmental Hygiene & Decontamination

Current evidence suggests that COVID-19 may remain viable for hours to days on surfaces made from a
variety of different materials. The thorough cleaning of surfaces and structures, followed by disinfection,
is therefore a best practice measure for prevention of COVID-19. Employers should work with their local
and health departments to ensure appropriate local protocols and guidelines, such as
updated/additional guidance for cleaning and disinfection, are followed.

For disinfection purposes, common household disinfectants such as ready-to-use disinfecting wipes and
pre-made solutions (no dilution needed) can be used. Always follow the manufacturer’s instructions

printed on the bottle. Ensure that the disinfectant product has a Drug Identification Number (DIN) on its
label. Always follow product instructions for dilution, contact time and safe use. All visibly dirty surfaces
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should be cleaned with water and detergent before disinfecting (unless otherwise stated on the product
label).

Always ensure that the disinfectant you use is approved for use in a food processing or food service
application. Some disinfectants can be toxic and are unsuitable for food premises or food contact
surfaces.

If you do not have access to pre-made disinfection products, the following bleach concentrations should
be applied, taking great care when mixing.

Surface disinfection: Chlorine (household bleach — sodium hypochlorite, 5.25%) should be applied at a
concentration of 1 part bleach to 100 parts water (10 ml bleach to 990 ml water). This concentration
should be used for disinfecting surfaces (e.g., hand railings, grab handles, door knobs, cupboard
handles). Make fresh daily and allow surface to air dry naturally.

Disinfecting surfaces contaminated with body fluids: Chlorine (household bleach - sodium hypochlorite,
5.25%) should be applied at a concentration of 1 part bleach to 50 parts water (20 ml bleach to 980 ml
water). This concentration should be used for disinfecting surfaces contaminated with body fluids and
waste like vomit, diarrhea, mucus, or feces (after cleaning with soap and water first). Make fresh daily
and allow surface to air dry naturally.

Quaternary Ammonium Compounds (QUATSs), noted as ‘alkyl dimethyl ammonium chlorides’ on the
product label, may be used for disinfecting surfaces (e.g., floors, walls, furnishings).

Cleaning equipment should be designated for particular areas and colour coding may assist in the
identification of specific equipment that is used for specific tasks.

(Specific guidelines for cleaning should be included in the sector specific section or replace this content)

2.6 Employee & Guest Communications

2.6.1 Employee Communications

Effective communications to employees are an important element of a good workplace. It assumes even
greater significance at times of crisis. The current situation is constantly evolving and employees are
having to deal with multiple personal and professional changes that they may hitherto have not had to
deal with. Ensuring employees are kept informed, and fully understand, expectations around hygiene,
company policies, safe work practices and protocols to be followed will not only ensure better
compliance but will also go a long way in obtaining employee commitment. Face to face communication
can take place if proper physical distancing measures are observed but other options for
communications should also be utilized, such as emails, posters, short videos etc.

2.6.2 Guest Communications
Businesses must develop standard communications that they can share with customers visiting, or
planning to visit, their premises. This communication should include

e A message welcoming them to the premises

e Specifics about current operation environment (e.g. provincial health directives that apply)
e Expectations outlined in the customer policies section above

o Anoverview of all the efforts that you are undertaking to ensure customer health & safety
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This communication should be available in English and other languages as appropriate and should be
featured on the company website, signage at the premises and be, included in delivery options.

2.7 Staff Housing
(Remove this section if it does not apply)

Where staff housing is provided, the following points should be considered:

Develop a COVID-19 infection prevention and control protocol to reduce the risk of transmission both in
worker accommodation and in vehicles used for work and to transport workers to and from their
accommodation;

Ensure that all staff members living in staff housing are familiar with the prevention and control
measures and that they follow them at all times;

Appoint a coordinator to oversee all aspects of the protocol, including monitoring workers for COVID-19
symptoms, to act as a source of support and information and to ensure ongoing compliance with the
prevention and control protocol;

Monitor public health guidance regularly and adhere to any appropriate controls and/or provincial
health officer orders, if applicable;

Display information relating to guidance and/or provincial health officer orders, as well as other general
information in a prominent area, for the attention of all workers.

In addition to developing an infection prevention and control protocol, here is some further guidance
when managing staff housing:

e Each person should have their own room, if possible.

e Make sure all sleeping areas, cafeterias, washrooms, and other shared areas have adequate
ventilation and are cleaned regularly and always between personnel changes.

e Ideally, cleaning should be done daily by the occupant.

e Wash sheets, towels and clothing frequently.

e Use safe food handling practices to reduce handling of shared food and utensils (e.g., do not use
self-serve buffets, have servers dish food, etc.).

e Use physical distancing strategies for all common areas by removing furniture/appliances or
requesting that staff members do not congregate in common areas during their free time.

e Consider closing non-essential common areas, if practical.

2.7.1 PhysicabistancingGuidance foiSaff Housing

e Decrease crowding and social interaction, by staggering mealtimes, opening additional dining areas,
and cancelling group activities.

e Shared accommodation should be arranged in such a fashion that beds are at least 2 metres apart
and head-to-toe. Use temporary barriers between beds, such as curtains, to prevent droplet spread
while sleeping.

e None of the residents in an accommaodation can be ill or meet a criterion that requires isolation
requirements.
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e Any employees that are ill or require isolation must be immediately moved into separate facilities,
otherwise all employees in the residence would have to be placed in isolation.

e Employees will each have their own set of eating utensils (cup, plate, bowl, fork and knife), labelled
for their own use and not to be shared between workers.

e Depending on the accommodation options, employees may be designated to small living groups of
five or less, so that they may share accommodation and facilities through the duration of their
employment (simulating a small household environment).

e These living groups may also be able to form small work task groups (working in the same area or
department).

e Protocols for general living space will be created and posted throughout all accommodation.

e employees are required to disinfect shared areas (kitchen and bathroom counters, handles and
control switches etc.) after each use.

e Cleaning products will be readily available, monitored daily and restocked daily as required.

e High touch surfaces such as counters, handles, control switches will be cleaned a minimum of twice
per day with regular household cleaning products, disposable wipes or a diluted bleach solution.
Follow the directions on the product label.

e  When a staff member becomes ill but are not hospitalized, living accommodations must be provided
that allow for complete isolation from all other persons (other employees, employers, members of
the public). See BC CDC's detailed Guide to Self-Isolation for people who have symptoms. Detailed
instructions for Self Isolation can be found on the BC CDC website: Self-Isolation.

e Identify isolation facilities (e.g. hotel, separate residential apartment or building) in advance.
Washroom and food access must always be available, as well as the ability to connect with others
remotely, through the ‘phone or the internet.

e Arranging and paying any additional costs with the additional accommodations.

3.0 Food & Liquor Service Protocols
(This section is for representation purposes- to be finalized by concerned sectors)

3.1 Takeout service/food collection

Display signs at your entrance outlining the special measures that you are taking. This could include
instructions regarding physical distancing, hand hygiene, cough and sneeze etiquette and not entering if
feeling unwell. You may also stipulate the maximum number of customers permitted inside at any one
time. Multiple signs enable customers to maintain physical distancing.

Eliminate the need for the customer to enter the premises to pick up their order. Ask them to call when
they arrive and place their order in a designated pickup area at the entrance or outside the restaurant
where you can place the package and avoid contact with the customer.

If customers do need to come in, create an environment where customers can practice safe physical
distancing (2 metres).

Use cordons, markers and tape to emphasize the required waiting spots, at 2 metre intervals.

Carefully monitor the number of guests entering and leaving and remember the maximum number of
people allowed on site at one time is 50 (including staff).

Clearly identify the food collection area.
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Consider providing sneeze/cough guards at collection points.
Remove chairs and other furniture from the collection area.

Wear protective gloves when delivering package to the drop off area and wash hands when you have
completed the task.

Regularly clean and disinfect hand contact points in the food collection area and operate an enhanced
cleaning schedule throughout the premises.

Ensure frequent and proper handwashing by staff, as well as proper sneeze and cough etiquette.
Provide alcohol-based hand sanitizer at prominent locations for guests and staff to use.

Provide single-use containers for take-out foods. Customers must not use their own containers or carrier
bags/boxes for take-out items.

Ensure staff and customers with COVID-19 symptoms, i.e. sore throat, fever, sneezing, coughing, or
gastrointestinal symptoms, i.e. nausea, vomiting, diarrhea, stay away from the premises.

All alcohol sold with takeout food and beverage in a food primary establishment must be consumed off
the premises.

Communicate your sanitation controls to your staff and monitor them:

e Enhance your premises’ sanitation plan and schedule, review with all employees for input and
assign cleaning duties accordingly. Post a copy in the work area.

e Safe transactions: team members accepting payments with credit cards, and debit cards must
wash their hands frequently or use hand sanitizer and disposable gloves and be reminded to not
touch their face.

e Request full payment at time of ordering, to minimize time and contact while on the premises.

e Merchant terminals must be wiped down after every use. Please follow manufacturer guidelines
when cleaning or use 70% alcohol wet wipes.

e Service counters must be wiped down after every use. Use an authorized
disinfectant to clean surfaces.

e Clean and disinfect highly touched surfaces at least twice a day and when visibly dirty (e.g., door
knobs, light switches, cupboard handles, grab bars, handrails, tables, ‘phones, bathroom:s,
keyboards etc.).

e Wear disposable gloves when handling guest food products and while making to-go beverages.

Information for customers

e All food orders must be placed by telephone or via website.

e Takeout menu should be available online or can be emailed upon request.

e Online payment is preferred.

e If payment is required at the time of collection, only credit and debit card will be accepted

e Customers with COVID-19 symptoms, i.e. sore throat, fever, sneezing, fatigue, coughing,
or gastrointestinal symptoms, i.e. nausea, vomiting, diarrhea, must stay
away from the premises and not order take-out food.

e Please follow signage and collect takeaway orders from designated collection point.
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e Wash your hands or use alcohol-based hand sanitizer before entering premises for pick up.
e Use the available hand sanitizer while on the premises, if required.

e Respect physical distancing rules.

e Do not bring your own food containers or bags. These will be provided to you.

3.2 Dine in service

Help customers maintain good infection control and physical distancing by discontinuing operations,
such as salad bars, buffets, and beverage service stations that require customers to use common
utensils or dispensers.

Rearrange seating to ensure physical distance guidelines and maximum occupancy restrictions are
observed.

Map route for customers from entry to tables and washrooms. Consider using separate entry and exits
and use signage and floor markings to ensure physical distancing

Ensure adequate spacing between customers while in line for service or check out in accordance with
the applicable provincial requirements (at least 2 metres).

Continue to use approved sanitizers and disinfectants for their designed purposes.

Remove bottles of ketchup, sugar, vinegar, salt, pepper, etc. and replace with one-time use or single
serving containers of these products to minimize commonly touched surfaces.

Wash, rinse, and sanitize food contact surfaces dishware, utensils, food preparation surfaces, and
beverage equipment after use.

Frequently disinfect surfaces repeatedly touched by employees or customers, such as door knobs,
equipment handles, condiments, check-out counters etc.

Frequently clean and disinfect floors, counters and other facility access areas, such as bathrooms, using
authorized disinfectants.

Prepare and use sanitizers according to label instructions.

3.3 Delivery service

Adjust practices for in-person food delivery to ensure physical distancing is maintained. For example,
where possible, drop off packages at the door or outside buildings; call ahead so the delivery driver can
be made aware of any specific site requirements and the customer can be ready to accept the delivery;
and avoid coming close to customers.

Adjust practices for proof of delivery so that, where possible, in-person signatures can be avoided and
online confirmation of receipt of package can be used instead.

Ensure vehicles and facilities are being thoroughly cleaned regularly, including a disinfectant wipe down
of all touch points (e.g. door handles, steering wheels, seats, windows, stairs, handrails, elevator
buttons, door handles, garbage handles, seats, phones).

Any bags used to transport food must be cleaned regularly.
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Use protective gloves when delivering packages to the drop off area. Remove and discard them once
delivery has been completed. Use hand gel to clean hands.

3.4 Kitchen & back of house procedures
Work with minimal staff to allow sufficient space for physical distancing. Consider re-arranging work
areas or re-organizing work tasks to allow workers to maintain distance.

Moving activities to another room wherever possible. Separating duties into unused dining areas could
be an option for some preparation and packaging.

Using markings or dividers in the kitchen to ensure physical distancing.

Routinely clean all frequently touched surfaces in the workplace, such as workstations, countertops,
doorknobs and equipment. Provide disposable wipes so that commonly used surfaces can be wiped
down by employees before each use.

Consider wearing nitrile gloves (instead of work gloves), depending on the task and where appropriate,
when loading or unloading. Remove and dispose of them in a garbage bag immediately after you are
done.

Ensure employees practice proper hygiene including frequent hand washing, and proper cough and
sneeze etiquette (into elbows rather than hands).

Authorized cleaning products should be used, following the manufacturer’s instructions regarding
dilution and contact time.

Increase the cleaning and disinfection frequency of high traffic areas and hand contact points, to reduce
the risk of spreading COVID-19. Assign cleaning responsibilities and ensure that the level of cleaning
meets the requirements set out in the cleaning schedule.

Communicate your physical distancing and personal hygiene measures to any delivery personnel or
vendors who come to the premises. Assign safe drop off areas and communicate any special protocols
to delivery companies, staggering deliveries where possible. External packaging (boxes, crates etc.) must
not be allowed inside the kitchen.

Only essential staff members should be permitted within the kitchen, to reduce possible contamination
and to allow physical distancing measures to be upheld.

Wash equipment and utensils using a dishwasher that is capable of achieving disinfection (high
temperature rinse cycle). If washing by hand, use the three sink process (wash, rinse, sanitize), ensuring
that all equipment is disinfected. Particular temperature and chemical requirements apply to
commercial equipment disinfection; see BCCDC and Provincial Health Services Authority Dishwashing
Requirements for more details.
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Appendix 1: Hand Washing Poster

Take the Time to
Wash Your Hands

water?
Use hand
sanitizer.

@CCOHS.Ca
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Appendix 2: Glove Donning and Removal

Technique for donning and removing
non-sterile examination gloves
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an alcohol-based hanonb o by washing With s0a0 and waler,
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