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Key Telephone Numbers — Immediate Notification

FEABE S —LAE

Appointment HRAZ Landline E}éﬂ

Mobile FHl

Group Crisis Response Centre(s)

24-HOUR HELP LINE

24 /N SRBRAER
Operated by CR 24

H CR24 #:/E
+XX(0) XXX XXX XXXX
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Group’s First Response Protocol:

BT o 22 R K R AT L3R T 6«

Confirm respective roles and responsibilities BRI B B 5781 57/
Facts —what do you know? 2 52— {R&1E BREfE . 2

Assumptions —what do you ‘believe’ has occurred or contributed to the

situation? & —F “INNKN” RETHAREENR T XMERL?

Scenarios (consider individually): A& E (535 EE):

- Worst case (don’t discount anything), and &3 {115 L (R B ZMEMEE)A
- Most likely. B BEHI L.

Your priorities including information requirements and immediate tasking. /R

HEPT, AFEERERNESES.

Response Options — consider the range of options available:

- What needs to be done now and what can wait? W28k FE——F RA[ETEE
—BELTEAA 4, HAFETRE?

Your objective(s) — e.g. solve the problem in order to get back to business. #RK]

FAr—Bitm: ARSI LSS TR

Identify the range of stakeholders, including key stakeholders. HiE 4 TuHE, &
HEENER.

Identify key messages HisE <85 &
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OTHER MANUALS AND GUIDES 2B B RIE &

Other manuals and guides are referred to in this document and provide additional information.

These manuals are available from the AP Risk Management, Singapore.

AR R 7 e TR R AN IR AL TAUME ., X LESR R AT UM A XU B SR

B
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1 INTRODUCTION &

1.1  PURPOSE OF THIS MANUAL 238 5 X1 H I

This manual provides guidelines and assistance to hotel staff who are confronted with an incident or
crisis.

AR R [ Rl 21 SRS AL RS 03 3R S A .
It is for hotels owned or managed by

ZN

It is offered free of charge for information purposes, to the hotels operated under license from .
AFE T o PR UL LS PNBR I S A AL S 1 s,

This manual does not claim to cover every conceivable scenario. It is designed to provide a foundation
and support framework, enabling individual hotels to establish their own Crisis Plan and Crisis
Response Team (CRT).

AARR IR R A R ROl H RS D IEREA SCIFHEZY,  DAE L % 10 e
& B RGN RIS EHLNXS /N (CRT) o

Franchisees and licensees are encouraged to consult with their own loss prevention professionals.
BB R 227505 WA n) @R [a) 25 E B Rl N AT A

Any words of a mandatory nature that appear in this manual are not to be deemed mandatory by a
Franchisee or Licensee. Franchisees or Licensees may adopt or alter any of the guidelines set out in this
manual.

AR B AT AT 9 ] P PR o AN N A S B R 2 TN B P M ol o AL
Jin 5L 7 AT DR GN BAE A5 B HH RIR AR AT 15 5 7 T

1.2 OBJECTIVES OF THIS MANUAL 85 i B #%

1. To provide a framework and guidelines to assist hotels to develop their own Crisis Plan and
customised Hote/ Incident and Crisis Manual. FEHEHEZERNFR S, F B G # 2 B S fELT-%
PAN & S 3TIER) (BEFE R IEVIIER)

2. To highlight the need for effective and well-structured procedures that will help facilitate a timely
response to an incident or crisis. JRIAG L AHLRRE TR L EME, XA BT IS N6
HESEHL.

3. To assist hotel management so they are better able to deal with unusual situations. BB 5 &

PR B G M IR B H R O
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4. To support hotels, enabling them to develop plans that complement the corporate strategy. Bl

T4 75 1) 7 I B A b Al B R

5. To establish who in senior management are to be involved in the crisis response structure. i &

R B R 2 5 fE LRI /N
@ This is a living document, which will be periodically updated TG, ¥ I

1.3 THE NEED FOR A CRISIS PLAN &L % E i

Any company is susceptible to a crisis. The most effective means of controlling and limiting the damage
that such an event can cause is to have a formalised crisis management structure, communications
network and procedures: in other words, a Crisis Plan, which is understood by and readily accessible
to every member of staff.

AEAT Ak A ] RE B fE L. P SRR A o R i, HUE e E BAA R VaiE
MEKAREY, 52, HUEEHHRI, I 5 T 7RI — oh R FRE I AT ASRE
Experience has shown that pre-planned and tested emergency procedures provide a valuable

framework that enables management to deal more efficiently and effectively in times of crisis.
Procedures also assist in clear and effective decision making.

KSR, WSETHRIF AR Rk FARE R TEMENES, LU EEE
HLIATE] BB A RO RN« 1ZFE I8 A Bl 2 15 Wi A 20 U 3R

A controlled and managed crisis can limit damage to a company’s reputation. Positive and clear
decision-making in a crisis enhances a company’s reputation; whereas a badly managed incident could

damage a company’s image forever. Companies have been known to disappear because they failed to
recover from the impact of a major crisis that was handled incorrectly.

s 36 LT HL AT BRI SR A L2 5 o Sl e BT 2R F A e 5 T BTl )
P2, SRR 4 AT A AR B TG B A8 ol o TR B AL, KA
W R, MR i

Much of the information given in this manual might appear to be simple common sense. However,
common sense is often absent in a crisis situation because of the stress involved.

ARIEF PR ILR 25 BT REE DR -, AT, BT TED), Sbfahls stk %
T

1.4 CUSTOMISING YOUR HOTEL INCIDENT AND CRISIS MANUAL

AND UPDATING YOUR CRISIS PLAN EH B S (EEFEHLR
PI7EET) FHBEFARPIEALTHR]

The General Manager is responsible for ensuring that this Hoze/ Incident and Crisis Mannal is customised
with the hotel’s local contact and other information. This must be done as soon as the manual is
received.
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BV TIRA GEEFEHRBALAER) R ONE Rtk 27 AR efs s . —§E
BB AL T HT

At the same time, the hotel’s Crisis Response Team (CRT) must be established.
[R5, S GRS N ZUR T

Also at the same time, existing emergency and evacuations plans must be reviewed and amended using
the information in this manual. The amended plans, together with the customised Hote/ Incident and
Crisis Manual, constitute your Crisis Plan.

AT I R AR ANRHCES T R AR 20 (R N AR S AR v AT H B RMZ AR . B IR )s 0 TR DL S8 3
Ja i) GG S SERIRREY SR 1 AR BB o2

Your Crisis Plan and Hotel Incident and Crisis Manual must be readily available at all times.
TRALFTIR, AREEHLTTRIRT GRS SO SEHIRRD ARG i o

The Hotel Incident and Crisis Manual must be reviewed, updated and signed off by the signatories overleaf
every six months. This review must be included in the hotel’s routine Internal Audit checks.

CHEFEHRIBHLIER) Lokt 6 MABHTH A, BF, HESRIEHS. HALAEFEE
W EBAT N B A A

One complete copy of your Crisis Plan and Hotel Incident and Crisis Manual must be kept somewhere away
from the hotel, for example, securely stored at the hotel’s Emergency Evacuation Pomt (EEP).

— b SR B AL it R G FHRIEHIIERT) LBURAFAENE)E CAAh, L2 4 A7 TRAE 9 )5
) 58 SRS A
All the managers listed below must provide mput into creating the hotel’s customised Crisis Plan and

Hotel Incident and Crisis Manual and must sign to confirm that they are fully conversant with their
contents.

CL R %1 (R BT AT 22 BR AR 0 S8 NS B AL o B) T G B R G PLFERT) WIS HihlE, o
ZEAAMIBAT A FIR N 2
Title BR% Name 44 Signature x4 Date HH{ Date HHA Date HHH

General Manager
ISEZ3E

Hotel Manager
)

Rooms Division

Manager
iR

Front Office Manager
i T4 B
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I & B Manager
B
Chief Engineer

S TR

Exec Housekeeper

PN IR

Director Human
Resources

N5
Security Manager
TRz
Financial Controller

W 55 EAE

Director Sales &
Marketing

CER VI TEZ/RS Y N

Public Relations
Manager

NRGH
Duty Manager
HEH
Duty Manager
[ERZRZS L
Duty Manager
{IERZIEZ L

® ALL HEADS OF DEPARTMENT / SUPERVISORS MUST BE MADE AWARE OF THE
EXISTENCE AND LOCATION OF THE HOTEL INCIDENT AND CRISIS MANUAL
AND MUST FULLY UNDERSTAND THEIR CLEARLY DEFINED INDIVIDUAL ROLES
(SUCH AS FIRE LIFE SAFETY CO-ORDINATOR, FIRE LIFE SAFETY COMMITTEE
MEMBER, and CRISIS RESPONSE TEAM MEMBER).

FIERIIARN/EEHBAGER (BEFHREHEF) WFENMS, DREET R
A1 B B RR S (LLE B e R R . HIIREBRESMA . BHLR /N R).

1.5  WHAT IS AN INCIDENT? {14 R ?

An incident is an occurrence that causes minor business disruption, for example, any minor injuries,
fires causing minor damage to property or vehicle damage.
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HAZFEON SN W FHA, . KRGTEE G R BRMARR Ein.
1.6  WHAT IS A CRISIS? A RBHL?

A crisis is a situation that threatens life safety, the profitability or reputation of the company and, for
various reasons, cannot be handled through normal management procedures.

fablafe LA ar . A EAAAE R, T 8RR PR Joi e S R A B
There are three levels of crisis:

JENLT =G

Crisis Level ‘I’ BRONZE (Contained) — Emergency situation at the hotel level which has clearly
defined circumstances, life is not threatened and it is unlikely to result in publicity, lawsuit, injury to
employees/guests/others or damage to reputation of hotel brand. The hotel GM (BRONZE) is the
crisis owner. The Hotel Crisis Response Team is assembled, capable of dealing with the incident. The
COO and Chief Executive are informed and Risk Management, Legal and Communications personnel

at regional/ corporate level will be alerted.

1 Zfebl, MEABBEH)——EEZO MRS, AU E XNEE, Bataak,

AKRFTREFECEEMATE PFin AT/ N/ AN, SR E . B SR
FIEHHTATTE . ARG G/, R DR S, JEENE RS E B AE T H

SRR IR B )5 2 A X 7S A ARG B B R AR AT T B3 T

Crisis Level 2> SILVER (Uncontained) — Serious incident at the hotel, emerging events are not
clearly defined. It may threaten life and property and likely to result in publicity, lawsuit, injury to
employees/guests/others or damage to reputation of hotel brand. Once the Chief Executive has been
informed and the situation has been assessed the Chief Executive will delegate day to day management

of Crisis to Crisis Owner whom he has appointed. It is most likely that the Crisis owner will be the

COO (SILVER) and the SILVER CMT

2 RIEH, WBECRBAZH)——WE B E b, KRR ITE L. WTREG A E b
W=, RATRE B AT Ry RT/BN, BN IENE S/ B0 SR . —
HERBMTERZIEA, BUAEIVE, §FHITE RSB R I EVE LS 4 b iy
a7t . MEBHNTERTREREFZEENREEHNEENA.
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Crisis Level ‘3’ GOLD - Serous incident at the hotel level or elsewhere involving acute sk to life
and/or property and that is highly likely to result in publicity, lawsuit, injury/death to
employees/guests/others or damage to reputation of hotel brand. Chief Executive would become
the Crisis Owner (GOLD) and all strategic decisions should be made or confirmed by the
GOLD CMT at Singapore.

3RIEN, SLH—— W5 SN AR E R, A AT/ BRI R TR B, AT AT RE
BEFEAIFS URids BT/ / AN, SRS . B RIUTEERAELR BN
FTE, FrA S O SRER 0 i N3 B S BB BN A M P Bt .

The following table shows examples (the list 1s not exhaustive) of the different crisis levels.

PRSI AR SENLZON 98] (R 524 5145) o

Examples of crisis fﬁlm&tﬁj

Example 325 Bronze Crisis Level Silver Crisis Level Gold Crisis Level
W fEHZH RE NG £ Y
Accident H Major injury to one Major injury to more
person than one person
— A\ HE AE— N3 &Y
Armed robbery or hold | Theft of money; no Theft involving assault Serious assault, hostage
u inj . taken
F o Wit N2 ‘

FERICH B BRI ) | b, KA HANZEY, FlA

Jii
Boiler or electrical 3 to 4 hours 4 to 12 hours 12+ hours
fail

e 3—4 /i 4—12 /)i 12 /Mt B E

Bt R
Bomb alert with Hoax Suspect device found Suspect device detonates
suspicious device and/or evacuation in hotel or near vicinity
identified A required . .

] B B E I B
YEs g, AILnT5E RILATBER A/ | p 5]
RHE LA
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Example 45| Bronze Crisis Level Silver Crisis Level Gold Crisis Level
MR IEHHH] REIEHGH] SR IEHHH
Bomb threat Non-coded message, Coded message, hotel Code validated by police
Y TR potentialj:loax specific i as gemiine\ ‘
oI BRGS, wRe | A91BES, RRE | PR S RIE TN
BAER 5N A
Death Death by natural causes Any other death
ST H AR SET fEfT B SET
Demonstration Peaceful group outside Demonstrators in hotel Riot in or near vicinity
— hotel . f hotel
R o | e e
W SRR 7R R E )5 PR UL 1
Food poisoning Allegations from five or Major incident with
b more people confirmed cases
SANBEZ NS E | K3, Azl
Fire or explosion Fires causing minor Fire causing injury Fires causing major
d t . - injury, death
KR BN IRECTOPIOPEY | KIEBARZYT | g
K PR/ INETI 7 45
P KRG 7 F A
SET BRI = R
Theft or loss Property or articles of
v Sk value SS0,000_or more
Hirfi 8 7336708k I
Y
Windstorm Storm causing minor Storm causing injury Storm causing major
d t . - injury, death
24 amage to property RS R2 ;n;;gfge eath or property
B RN I PR 7 T
Bk RN IE R A

P~ BT BRI =5 %

Epidemics or infectious

Contained and minor

Illness involving a

Serious and widespread

diseases illness of personnel number of personnel illness (e.g. SARS)
teReIn faalfEm, ANREM | FEARIR 7R B Bk
LTS I (A
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Example 324 Bronze Crisis Level Silver Crisis Level Gold Crisis Level
CIE IR S WEFEH L SRFENZH
Kidnap or ransom Serious and credible
demand or extortion threat
%%E}Z@J%@%ﬁﬁi 1 5 (R D) S by
¥

Injury to staff or guests

Minor injury to a small
number of personnel

Serious injury to one or
more personnel or minor

Serious injury to a
number of personnel

L A o |
jury to a medium
Ny R e number of people EXN
— AN ANEH, 8L
ST YN AL i)
Gas leak Minor gas leak causing Gas leak causing Serious gas leak causing
B R little disruption disruption and having the | prolonged disruption
B BINR, S5 potential to cause injury and likelihood of injury
Sa by BEA R S 20 i B EM, SR
HATRSHARR | Kefrdw, ARfA
i} CIN:i477]
Earthquake Earthquake causing Earthquake causing Earthquake causing
BB minor damage to injury major injury, death or
property O B A 5L S G property damage
Hb 7R 0 RV P R A Hh B FEN L EHA
VS L ABE TN S
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Crisis Management Flowchart G AL TR E
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Incident Report sent
R B

24 Hour Emergency

Yesj

Does Hotel GM require further assidance
GBS R AR EEL HhE

NO%&

T
Y&Is%

Helpiin eff% % CR-24

Involve Hotel Crisis Team (Bronze Crisis Level) CRT
SR fe LA (5 L) S LR AL

Yesj
L

Allocate Responsibilities(Including Emergency Services)
SRR EENRS)

T
Ye?z%

Does (Bronze Level) CRT require futher assistance?
(HZ SR IR /A R 7 B B2 Bl

NO%&

Yesjz

Contact COO (Siiver Crisis Level) CRT
BR RS E E @UENBO arL R M

|
Yesf&
|

Does COO require further assidance in handing the Crisis ?
HFZER LEENMR S REE ZHE?

NO%&

T
Y&Is%

Gold Level Resource

fa LA EE & 5 B R

Contact Corporate Office
(Gold Crisis Level) CRT
kR ol A E (@ G L) LR L

Yesj
|

Involve Internal/ External Support Services if required
Bt 75 B0 35 SRS BB B S AR %

Yesf
]

Debrief Lk
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Hotel’s Crisis Response Team and planning )5 B fE LR ZNH A

1.7  CRISIS AND INCIDENT REPORTING fBHLAEHICHR

The senior manager on duty must: {H5 3T /55 2% 2 BV 20
B Report the following immediately to the Director of Operations, Chief Operating Officer and
AP Risk Management Department, directly or via CR24 on +44 (0) 207 942 9831: LA M & LT
ZOLRIFIZE B ERIZEE . TR RS BES T VCAR, EaRICReGEd CR24 1
AR, HIE SRS +44 (0) 207 942 9831:
O  Death of guests, employees and visitors (including contractors) from other than natural
causes N R L. Vi (EFEAMRE)IEHARIRFIET:
[ Rapes or sexual assaults 58 4 BRI
O Aggravated assaults of guests, employees and visitors (including contractors) that result in
physical injury X% AN+ R L. Uiz QS AB MM ERDFH, SRS AEZY
O  Fires or natural disasters resulting in major property damage or injury to guest(s) or
employee(s) ‘KRB H R K FFEE R =Rz N 1T
O Theft of hotel or guest property with a value greater than $80,000.00 P YNIE/ES
By, UrfE#E 8 55
O  Any other incident that results in guests, employees or visitors (including contractors) being
taken to hospital H'E-REE AN R T, Vi (EHREAGR)IERFIRIT I H L
O  Any other incident that could result in major financial loss or adverse publicity to the hotel

AT L AT 3 BT B B s 4 P K 2 5 40 K B A T S M0 ) 2

B Report all other incidents not highlighted above within 24 hours LA AR H s $E K M Fr A HE
FHGEAE 24 /N 9IEAR

1.8 'THE CRISIS RESPONSE TEAM fEHLMN % /NH

Every hotel must have a Crisis Response Team (CRT).
FEANE # A0H SEHLRLXT N (CRT) o

The primary role of the CRT is to manage the orderly evacuation of guests and employees in the event
of an emergency. Its secondary role is to implement pre-set procedures to control and minimise damage
to individuals, the hotel and the brand. The key aims of the team are:

JENLN /N E IR DT, BURAER SO N HL % AN THIA P . RIS AT
WRBOERIRE R, I HIF R AT REI DX N IS AT SRR T o N T AR

1. To protect life and property. PR A=A A1 7=
2. To control the situation. ¥l J&) [ -
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3. To restore the hotel back to normal operational status as quickly as possible, including: /& A LEE

JERE IEHEDIRE, -
[0 Business restoration MV 551K &
00 Property repairs I 41&
4. To provide damage limitation in terms of reputation and morale. ¥3 il %f 44 2 Fl 1< P01 -
5. To liaise with government and other agencies. -5 BURF Al & ML PRI 4%

6.  To investigate and report the circumstances in order to avoid recurrence or improve

performance. TH VARG I,  DLIE S B B 7 AR e SOt 2R 30
7. To control litigation through minimisation of claims. /& 7] GEIR/> R, FEHEIF.

Members of the Crisis Response Team FENLRIR /N R R

The hotel’s Crisis Response Team consists of the following individuals: 1795 [ &AL RXT /N H AL FE DA
228

B General Manager 242

[ | Hotel Manager / Deputy General Manager )B4 /B B4 3

B Rooms Division Manager %% 5 & 4 2

B TFood & Beverage Manager & IR R4 HH

B Front Office Manager HijJT £ 3

B Exccutive Housekeeper ZX B T

B Chief Engineer & TF2/T

B Security Manager fR %3

B Other authorised deputy in departmental manager’s absence. #5148 BEANTE I £ 32 A A BE 171

==
DAl

@® The most senior manager on duty is to take charge until the arrival of the General Manager

or Deputy. B FEZ A KB L EAE S L H BE| & LB H 5.

CRT Roles and Responsibilities f&H1 R Xt /NH ISR 57 AT

The roles and responsibilities of the Hotel’s CRT are outlined below. The responsibilities for each
member of the team are divided, where appropriate, into responsibilities for before, during and after an
incident/crisis.

PR FHS 70 S SE LN N AR S5 AT DT e /NS 18 B3 A STARABOE =43t N St/ ez
T IR S5 R 5 AE
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Refer to the Roadmap for Hotel Incident and Crisis Response for an overview of the crisis
management game plan and the interrelation of roles between various CRT members.

BRI S SN LAE PR SRS ER , AL AS [FSE ALY /N2 R A AT 55 (8] AR LR R, 152 DL B il s

TR

General Manager & &3
During AR AE R

Decide whether event is contained, uncontained or crisis and bring the Hotel CRT together as

appropriate. HIE JAF W1, FMBIBUR fbL, FFIEI 7 LI R SRR AL

Determine crisis level (Bronze, Silver or Gold) and communicate as appropriate to the AP
Crisis Management Team. T 5E fE LG (e HRZ EZ%?&), FEN 5K X fENLE
BN IE

Confirm crisis ownership in conjunction with AP Crisis Management Team 5 YV K [X fa ML/
BUNAB AN EHLET AR

Identify key strategic issues and their potential impact. A A 3= 52 5B n] 8 S Ho8 7E 720
Define the objectives of reputation recovery. iff &€ Yk &2 75 2 [\ H #% o

Initiate and lead the Hotel CRT response and recovery process. | 0B i f& AL SN ZIN2H 1) |87
X ARSI

Guide effective communication (internally and externally). RS Ve ;Lﬁi(lj\] HRAN A ER) o
Communicate the Hotel CRT's deliberations and decisions promptly to the AP Crisis
Management Team (CMT). S 5K X fE AL BE/NH (CMT) VA I P9 [ SE LS 7N 1)
G

Act as the hotel’s spokesperson or nominate delegate as appropriate. AR S ) & = N\ EloE
AT ARER

Security Manger {2 &
Before B KA ZHT

Maintenance of the Hotel Incident & Crisis Response Plan. 581 J5 FHOA AL 1% -

Identification and coordination of specialised crisis management training, 4% & Ff- & [111]

FEHLE BRI

During B4 KA AR

Attend the Hotel CRT upon activation. T JE FELN N — SR o
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Establish the effective operation of the Hotel CRT. fiff 5 T 5 G AL INZHL A R 0s 5%

Identify, assess and develop mitigation strategies for the key risks related to the crisis. Ffiih PF

Al 151 R P A1 55 LR 5 10 T 2 JXURE FR) SR

Provide assistance and advice to the General Manager in implementing emergency response

procedures. TEFRAT & USRS FE 7 I [H) 4 28 FRAE (L P B AN 1L o

Identify the appropriate recovery team in conjunction with other Hotel CRT members. 5 HAh

5 SRS /N RS 573 3 R B Ao 2 I R /N

Implement recovery strategy. FUAT VK ZRH% -

Manage staffing of the Hotel CRT Room. & HEiP )5 fa AL XS /N = 1 N 51 22 HE
Responsible for the maintenance of Minutes/Meeting Logs. #7197 =W A3 /2 W HE R HE T

After BFREZ G

Participate in the debrief. Z k.
Provide evaluation of plans and procedures. X 11X FFE 7 AT VA o

Financial Controller / Rooms Division Manager W45 34T /% 5 i 4 #i
Before B4 KA 2 HI

Maintain a contact list for regulatory bodies and government agencies. A B AL FEUR HL
TR AR A

Maintain a financial contact list including but not limited to: FE 3. — 1 &Rl R4 H., O

EART

Banks 217

Financial advisers 45 @i ]
Accountants and <=1 AN

Loss adjusters 2 J%Jifi

During B RN

Attend the Hotel CRT upon activation. T JE FEALN X N — B SR IN o
Understudy the General Manager. F o IR EIE A ER T,

Appraise the financial implications of an emerging issue/crisis. VAl BT & 2E 7] @/ SEATL P f
Z%.

Appraise the implications of the emerging issues/crisis on the company’s insurance. AT &

Az 1]/ SR 2w ORES OS2
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e Identify regulatory issues related to the crisis. i IA 5 fEHLAH I I & 7] 2

e Ensure regulatory requirements are conformed to in a timely manner. ifi ff S B 38 57 5 225K
e Ensure compliance with internal reporting procedures. fffi RIE 5 N FRICHRFEST o

e Assistin the resumption of normal business operations. FrIK & IF 57 &l o

e Prepare advice for the General Manager regarding the provision of specialist advice as detailed

under the defined contingencies. i CLAfi € B S HUH AR IR 1) L b 8 I oA S 22 BRAE 4% i 1AL
After B REZ G
e Participate in the debrief. Z IR o
e Provide evaluation of plans and procedures. X t1XIFFE T #EAT VR
e Capture all costs associated with an issue/crisis. €3 FT A 5 7] @/ fEHLAH < I AR AR o

Chief Engineer & T
Before B KA Z 1

e Understanding roles and responsibilities in the event of an incident/crisis. J R 41 & A2 il
/SENLI AR S5 A STAE

During AR AE R
e Attend the Hotel CRT upon activation. 1 & SEHL XS /N — RAL AN o
e Coordinate technical support. B AR SCHF

e If related to Hotel facilities, be prepared to lead the recovery team. {B 419 22 FIHY )5 (1715 Hte ,
TG L N AL o

After B R EZ R
e Participate in incident debrief. Z N7k -
e Provide evaluation of plans and procedures. o T RIFTRE B #EAT VRN

Functional Managers (including Front Office Manager, Food and Beverage Manager and

Executive Housekeeper) | J2E (AR TEHE . ERHELHE. THEHEE)
Before B RKAEZHT

e Understand roles and responsibilities in the event of an incident/ctisis. TR RAEFE N G
WL AT 55 FN 51T

During R AE R
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Attend the Hotel CRT upon request. .22 KA JE & SE AL /N

Ensure effective communication with functional areas during crisis. 7EfEALHANE], AR5 A
5 #8147 R

Provide advice to the Hotel CRT within area of expertise. [A]3P )i SG@ L% /N HE - 5-E
AL

After B REZ G

Participate in incident debrief. ZX IR
Provide evaluation of plans and procedures. X 11X FIFE T AT PEA

Director of Human Resources A /7RG
Before B RAEZ B

Identify communication guidelines to advise employees. ffi A 1 53 T (748 45 T 5 &

During B R A3 A]

Attend the Hotel CRT upon activation. Y8 )& fEATL M X /NH — BT AN

Manage HR issues including internal communications related to staff and employees. ST A 77
BEUR I, RAERE S 5 I A AR A

Maintain a stand-by HR Support Team to support the resolution of the event. 4 ¢ i £ iy
NS RPESCF N, B EAF I

Determine the HR Response Strategy including any additional support in conjunction with AP

CMT. Y& N BN S, A3 5 WK XSG HUAE BN S AR AT AT B AR SR o

Ensure the provision of appropriate services to staff and other persons affected. i ] 71 T.

AN A 32 520 ) NSRS = IR 55 -
Ensure OH&S requirements are conformed to. PR AT A HRNY, {8 FEA 22 2 2K
Arrange support at hospitals and/or rescue centres. 1 2% Bt fl / B4 Ko O 2 HE S HE

Arrange presence at Relatives Reception Centre or at site of incident. TE 5K @ F R Ak B 5
RAAZHEN L.

Keep affected personnel away from media as much as possible. 1552 5200 N 51 /S A] G878 25 4

.

Assist in preparing advice for the Hotel CRT on HR matters. BB IR0 )5 fE L X N AE N
JIBEUR In) 1 A .

After B RAEZ R
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e Participate in incident debrief. Z* 5 HHHil ik »
e Provide evaluation of plans and procedures. H&HETHRIFIFE 7 1PFAl

Public Relations Manager A RZH
Before B KA Z BT

e Maintain contact lists for key external stakeholders. PRAF I H A 2 AH I T7 IIBRES 44 5
During B RAERN

e Attend the Hotel CRT upon activation. Y8 & SEHLIIGT/INH — AL

e Identify and communicate with key stakeholders (Bronze crisis). -5 I8 F! 2 AH 2 77 AT A A
VA8 (T R 2 FE L) o

e Coordinate Communications support in conjunction with AP CMT (Silver / Gold crisis). Bk

WK XSG HUE BN H PR VA8 S RF (FAR S/ s e R SEhL)

e Identify a requirement to establish a Customer Response Centre to deal with enquiries related to

events. fiffi & G LU W B2 Ao R E SR, DUSE R 0 5 S AR SR 0 17
e Detail requirements for media monitoring. 24 Wl VRN R .
After B RAEZ G
e Participate in incident debrief. 25 FH#IC ik .
e Provide evaluation of plans and procedures. FEAE i1 %I FIRE FF A o

Crisis Administration Team (The Crisis Administration Team is made up of Administrative staff that
usually support key Hotel Executives. The CRT usually works best with two Administrative staff to
take notes and arrange refreshments etc. These staff need to have alternates. Both primary and alternate

Administrative staff need prior training to prepare them for their role on the CRT). fENATEBUMNA (f&
HUATBUNL AT TR, 385 A AR S £ 2 m B E. SapLN NI P4
ITBON FORMBEE R AE R 0S54 . X8 5y Tl A Ak, F2 MBI T BN 54 35 3 #5752
Fl, AE R ABATIZE SE LSS /N Hh R B A 25 o

Before B REZHI

e Understand roles and responsibilities in the event of an incident/crisis. TR R G
1] ff TS5 o

During B4 /x 22 3 [H]
e Attend the Hotel CRT upon activation. T JE FEALN X N — ST o
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Co-ordinate the establishment, security and maintenance of the Crisis Command Centre/

Room. WHRSEHLIBTEF O RIRAL . 224 fgEd .
Co-ordinate support functions such as meals and refreshments. P RS R SO SR B ER BT,
Responsible for maintaining the log of the Hotel CRT. B 5T ) SE AN ZN2H H ) 5 8T

Respond to queries between key stakeholders and the Hotel CRT. B 25 = L) 7 A 5 T A
)i FEHLXE /N2 18] R 3 1]

After B REZ G

1.9

Participate in incident debrief. 25 S #IL i
Provide evaluation of plans and procedures. $& 11Xl FIFE 7 PEA

ENSURING YOUR CRISIS PLAN IS EFFECTIVE IR BN T RIKIE

Rtk

Document the Crisis Response Team’s organisation: Te.35% S& LN % /NH FY2H 2K«

O

Assigned responsibilities must be clear and easily understood to avoid confusion and other

difficulties 70 IR (IAE S5 IR T 7 T, DAIRE S VRV L 2 T

Provide guidelines on: efts 5

d

E

O
O

Notification and reporting procedures to the Director of Operations (DOO) [A]iz & &
iR AR 7
Liaison with the Director of Operations during the incident, including: 7F 5 0 H# [A] 2%
E% /l‘_EL;[\ Jlill/ﬁ ’ @Jj:ﬁ :
a.  ‘Crisis ownership’ issues “fGALIFJE” jn] @
b.  Liaison with police authorities HkZ52 7
c.  Media spokesperson and handling B4 & & A FIAb
nsure pre-crisis planning: i Pr 5 S5 il i€ fEHL TR

Hotel’s emergency checklists and procedures 18 )i [f] 5 SUE L — YR AL T

Hotel level Crisis Response Team training requirements 24 Jii 2% 7l fEATL X6 /)N 2H 15 1] 22
R

Other staff training requirements in relation to the Crisis Plan ¥ & fEATL X B oAt 57 T
HESR

Consideration of special procedures for disabled and elderly guests as well as children 4
B ZEENCLKILE S R

Fire and emergency teams K K F'E SUE Bt /N
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O Local authority and emergency services liaison. Routine liaison will aid planning of a major
ctisis response and must become established procedure. o Y /AN 2RSS B .
ATIRER A B T oh RV E R Sa LI RS, 1y HL 24 20 s A [ e F2 7

1.10 DEPARTMENTAL CRISIS PLAN CHECKLISTS 33| 1fEHlitk]— B E

The General Manager is responsible for ensuring that departmental Crisis Plan checklists are created,
updated and have management responsibilities assigned. et £ 3 71 ST ORI 11 fEAL K1 — DE 2R ]
S T, R RUE U

Each Department must have its own emergency checklist to include: ##B11 15 SVIF L — VR WA 20
(ERGT

u Emergency contact lists KB IR 4 R

u Closing / shutting down procedures (for example, plant and machinery, cash handling) as
appropriate & IS/ bR F B An: HlEs 5Eeg . Il

B Procedures for dealing with disabled and elderly guests as well as children and non-residents ZZHE

R, ZERN JLE. RERAER

A copy of each Departmental Crisis Plan checklist must be included in this Manual. ZA<$i Fd HH A 200FH
— AT a5

1.11 TRAINING AND MAINTENANCE OF THE CRISIS PLAN f&#Li1X #
B I AR B

The procedures and guidelines in the hotel’s Crisis Plan must be rehearsed regularly and appropriate

training must be provided. {5 fEHL TR o RIRE 7 MEE S b Z00E ST 2%, JFSR BEIE 4 1 B5

Review procedures must be established to measure the plan’s effectiveness during role-play rehearsal.
At a minimum, the Crisis Plan must be updated on a quarterly basis, and a table top test must be

conducted at least once a year. 75 €047 I T A [A] 0 200 o8 o A2y, DAMEAG 21180 2tk

JERLTH R LA E D R R — IR, BREEE DT D R

Note that if you wish to change any of the instructions or proposals outlined in this Manual you must
refer to the Chief Operating Officer before you implement them. &, BRUTRAE A A TS Fe H 1Y
EREEEVIIIC AN P N ERNEN P EY ==

If you need any help in planning, preparation or rehearsal, the General Manager must request assistance
from the Director of Operations. IR T Z X & BT KRR, S BZE
RigE B HA P

25
The largest FREE resource tool for Yyoung hoteliers and seasoned professionals

© 2015 INNARCHIVE.COM



CODE: 11.04.001

QA - HEALTH & SAFETY

Incident & Crisis Management EDITION: 1

PAGE 26 oF 128

1.12 ESTABLISHING COMMUNICATIONS 2 V.48

Internal communications V‘]‘Eﬂz/@@

The most critical aspect of handling a crisis is ensuring that all relevant information is communicated to
the appropriate people as quickly and precisely as possible. AbFH f& HLE i I8 1 5l & 5 CR BT A AH G
g B, R geEmf AL 1B 25 1E LI N .

» Reporting lines are shown on the Crisis Management Flowchart on page 16. I_T_FE T 5 WG Hl 5+
T FE T 16 T

External communications with the media or local community SR it &
iNPA ]
A crisis situation is likely to attract interest from the media and other interested parties. Their enquiries

must be acknowledged and immediately referred to the crisis owner. No other member of staff should
comment. Media management is the responsibility of the AP Crisis Response Team at Singapore and

must be referred to them. BN AR AT AE 51 ECBEAMIEAAN OC 2 SO  AATTFR) ) ) 220
BRIV IF LGNS . HA R T AR RERER. RS2 KX &
HUNIRNH I DT, b AU S ARAT T AL BE

1.13 ARRANGING AN EVACUATION POINT ZHEHE &,

The hotel’s General Manager must make contact with another local hotel and arrange the setting up of
an emergency evacuation point, for both temporary and long term use in the event of a crisis. P Ji ik

SILNIER R Y 5 — AN s, R L R SR OGS s, DMELE AR SE M LIS I B A A
A

Certain situations will warrant the consideration of establishing a secondary evacuation point, for
example in the event of a bomb threat. This must be a reciprocal arrangement, but must not be subject

to a legally binding document. J=281%5 It 75 2275 FR R SL IR ARG w0, EU A 21 1 55 sl ol 14 Bk o
KA B A, (HRAREIA BRI L RN ST

Equipment and supply kit 25 & fI# 4 TR

As part of the planning for possible evacuation, it is important to put together a kit of equipment that
you will, or may, need in the event of an evacuation. The following is a suggested list; it is not
necessarily comprehensive, as individual hotels will have different needs depending on its size and

complexity. This list should be used as a prompt for putting together the hotel’s own supplies kit. {£4
AIRERAE BRI — 0, #ER L — B RE N PR w 2 R SRR E . N2
TR, R A, USRS A A FBTR, IR T e AT TR R S 2 A
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Clothing equipment for CRT members (and other

hotel emergency staff) fEHLN XN BR 57 (R A

Other equipment H'E3%&

JERSIEG R T) R R &

= Fluorescent jackets % 750> = Crisis Plan and Hotel Incident and Crisis
Manual BHL- IR B)EFHREPLITE

= Hard hats % 4§ = Torch (flashlight) and batteries 5= fa f1 Hiith

= Latex gloves /i F& = Clipboard / notepad 5 F##/icF 4

= Heavy duty gloves INEFE = Pen knife /7]

= Face masks [fij & = Pen, pencil, markers %£. %, i 5%

= Goggles ¥ H# = Snap glow sticks & tHE

First aid / life safety S ¥U4WmESE

Communications @15

| First aid kit 2 T B4 [ Two way radio X Ja] £k Fi
[ Sharps box F|#5 & L Battery operated FM radio Hii it Fi () i Al 35
L
L] Heavy duty hazardous material bags /5 &k | = Loud hailer §" % 4%
Yrihis
n Space blankets F/E#E
1.14 FOLLOW UP PROCEDURE J5 &8 %

After every imncident a debriefing session must take place with everyone involved, in order to measure
the performance and effectiveness of the Crisis Plan. The duty manager should complete the Crisis
Debrief form using it as a prompt during the debriefing session. Reviewing the crisis after it has happened
will allow you evaluate the effectiveness of your crisis plans and the roles played by the people involved.
If after the debriefing you decide that changes need to be made, recommendations should be submitted
to the General Manager, so they may be considered. The completed Crisis Debrief form should be filed
mn the Cusis Plan.

REXFHOG AL AT, RN ANEES N, HH RS ENL R R BN ).
LMY SEREPLILIRZE, AEIARIN IR . eSS RBUEHL, fEibARVESSERL T
RIFAT R, CARANRN ST o i f . RAFEIC ARG, PRV ZE0 0 5, I REiZHs
BB A PHATH IR SE A FFENLICIRGR N Z S A SENL TR .

W See Crisis Debrief Form in the Appendix: Support Documentation. = W J-7: X H#F X AR W B IR

#x
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1.15 DOCUMENTATION AND REPORTS X AFIICHR

Fundamental to effective crisis and incident management is the documentation that must be maintained
to help the hotel prepare for potential incidents, understand how to deal with them and learn any
lessons. The principal documents that the hotel will use are:

AT R SE A LR S O P ) B A AT SO B, DU BV S il e U e %, 0
B AT SR IR o T > B 201 32 B0

B Major Incident Hotel Profile. The General Manager and the CRT should complete this
document as part of the hotel’s crisis planning activities. The document gives useful information
about the hotel, in particular its geography and location of utilities, and is intended principally as a
guide for the Emergency Services in the event that they are called to attend a major incident.

n EREBEEERAS. SLBNEHUN N RZ T IR S, AR fE LT R
I—#0e ZSCHHRIEA RIS A E R, Rl 2 15 A3 2R A7 B LAR &b i it )
fE, HEZEHRZEAEN SRS NRASEERFEI SIS,

u Terrorist Threat Risk Assessment. The hotel uses this assessment form to assess its terrorism
threat level. Because this level can change according to circumstances, the assessment must be
carried out regularly, say once a month, and also in preparation for an imminent special event,
such as the arrival of a head of state or other VIP.

R T B R PG o A B PP R PP A R B O . i T G T RERE
ML, AU I T VRAY,  Eetn—A 0 — Ik, XEIN Dy 7 RERE B A %F
IREAFAAE S, ELan [ 20 B A 5 5 1 G .

B Checklists (for telephoned bomb threat, food contamination threat, and kidnap threat). You
should ensure that telephone operators have ready access to a copy of each of these in case they
receive a threat phone call. Operators need to be trained in using the checklists to record
information about the caller.

 FRCHTRIESEE R TR SR . IR R AR R T
T, A AR B AR I T o B2 0 i B TR A I, DM S SR AT R
KA S

B Incident reports. There are different reports for different types of incident. The type you should
use is given in the relevant incident guidance note (see Incident guidance notes on page 33). The
manager on duty who is handling the incident is responsible for ensuring that the incident report
is completed after the incident and sent to the Director of Operations and EMEA Risk
Management, Windsor (and, in some cases, also to the hotel’s insurance company.

o EHICHR. ARSI T A R F i U g T RN Y
R (FAH7-F o AN 32 W) AEH R E PR B DT DR MUR e i 7, R R
hIEE A MR VS AT R AR XS B R G R 0L T, 3 ZERC ) ) ORI
NCIP

B Crisis Debrief form. After every incident a debrief form must be completed and a meeting held
to review the outcomes of the incident. See section 2.8 Follow up procedure.
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SENUCIRR . BRHRHE UG H LT RILIRER, I d s R, W28 517

ZEFE7
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2 NOTES FOR GENERAL MANAGERS A 238k & H IR

21 INTRODUCTION B3

General Managers must recognise that the control of a major incident or crisis may be taken out of the
hands of the hotel by the emergency services. In such cases the hotel must offer full co-operation with
them.

BT RE, NSRS RE 2 IS T e R F R a L. KRGS T,
JE LA ST .

Caution must be shown when relying solely on others in certain types of crisis that is extortion, kidnap
and so on.

RS PR N fENLIR R, iR B T, R, RANSESE,

The hotel CRT’s role in a major crisis is primarily to provide effective support. This may involve
supplying full and accurate information on the layout and hazards of the hotel to the emergency
services and details of these, for example floor plans and the Major Incident Hotel Profile, must be included
in your Criszs Plan.

T SE AL /N K SE AL BB BT E B SR OA R SCHF o 3K mT AR QL4 1A B Uik 55 6T
SR SIS BT A e S (1 2 i i vER 115 2., IX S TR BORN L AR =T i B AN A
P T AN TN JE B 71

During an incident or crisis continual communication must be maintained between the hotel and the

Director of Operations and the Chief Operating Officer, the Silver Level (divisional) CRT and, if
applicable, the Gold Level (regional) AP Corporate Crisis Management Team.

FEFESEIE, PFEMZEBR. HFEEE . BREEGHI DN N, Bkig
< 20 (X380 VK X AV SE AL BN (B PR35 2 T AR 5 R 482 FA) VA B

All media attention and requests must be redirected to AP Crisis Management Team at Corporate
Office.

T B BEAR SSTE AN SRAS AL AU A2 4 Al SV B R R X SE AL B /N

When the immediate crisis is over, the hotel’s CRT must respond quickly to secure the hotel’s assets
and restrict access to the site. Suitable local security contractors must be identified in advance and all
the relevant 24 hour contact telephone numbers must be recorded in the Emergency hotel contact numbers
directory in the Appendix.

HfELEE AR, BRSNS NLA UL RIATS, B ORI R 7= 2 42, FFBR AN S A
Ji o SN A A TG R DR 2R, BITA RIS 24 /NG AR LR AR ZIHC N B S
) BSR4 5%

W See Emergency hotel contact numbers in the Appendix: Support Documentation. W Jf%: X #F X I &
G 1
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TIPS ON DEVELOPING YOUR CRISIS PLAN %] B ¥R =]

Define and communicate the purpose and objectives of the plan. ffi & H-A& 1A THLI H AT H
b

Develop and communicate an internal and external emergency contact list. ) 58 FAL A N EB AN
HIER I S OLIBR AR 42 H

Establish, train and enhance crisis communications within the team(s). 2 572 £5 il 334 58 /N H
N SE LA E

Clearly define and provide training on team roles and responsibilities. B #l & /N R HR 55
TSI

Train your staff to respond to mock emergency simulations. X i3 T 34T % SUE GU B I 25 .
Help your staff to understand the basics of crisis response with the Aide Memoire (P> see section
3.3 Crisis aide memoire). 75 ) 51 T A FH £ T S FRARE RO SEATL I ZEREFIR (W, 3.3 W Bl & 5
R

Plan to maintain, restore and, through positive action, increase your hotel’s reputation. IR
WATS, HERF WKE IR IS s AR

Consider approaching volunteer and family support centres, such as the Red Cross. 75 JE % fiil
P MR RE SRty BRI+ 42

Plan carefully and think practically. FEIH TR, SZHREHIETH .

Be open to suggestions from guests and staff and listen to them. U7 AN FH 53 TR E o

-+
VAN

Think broadly — a crisis is not limited to a natural disaster or an act of terrorism. 5 52—
—JENIFANR T B 2R K T B AT 30

Develop scenarios and anticipate planning for the inevitable. GV G FIF AR N
Meet the needs of the media. Jifi /& SR ) 75 22,

Prepare for the aftershocks of the crisis. N fEHLIG IR PE LT HEE

Focus on the maintenance and rebuilding of the hotel’s and the brand’s reputation. 8iE & /14
HREIT 5 A ik B PR ) 4 A E A b

Test the Crisis Plan. MR SEHLTH X -

Debrief after the crisis to evaluate the effectiveness of the hotel’s Crisis Plan, and apply the

lessons learned JENLAEREATICHR, VPGB S EHLTER A R, IR 45 H A9 20
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2.3  CRISIS AIDE MEMOIRE fGHl MBI &SR

General Managers may find this aide memoire useful in training staff to understand the basics of crisis

response. AT KN, ARG T T BRI K EEAFRE, XMEERSRAH.

1.  REMAIN CALM. {f-#rA %,

2. Obtain an overview of the situation. 3K AATE I -

3. Contact the Emergency Services. Jc4% N 2k 555617

4 In the early stages it is important to remember to: 7EF-HHFT B, R H E M E0 3
RESPOND — COMMUNICATE — CO-ORDINATE - CONTAIN i i — 7438 — Bip i — 1k

5. Contact the 24-Hour Crisis Line. Pass on your assessment of the situation based on the overview

obtained. BkZ% 24 /NG HLAE o AR SR A S A5 DL AR 5 AR 15 L R PFA o

6. Assemble your hotel’s Crisis Response Team (CRT) (Bronze Level). 4 8105 fa ML /)N (Hi
7).

7. Establish your Crisis Control Centre. % 3 fa W14z il 0o
8. Establish a clear communications network: 2 37375 W7 74 18 X 2% -

7 At the hotel’s CRT level £EJE fEALN X /NH 2% 5]

0 Up through the AP Bronze Level — Silver Level — Gold Level crisis response structure -
F KX — R — S SEHLNX R
9. Starta Crisis Log and record all decisions by time and individual. (Allocate this as a specific role.)
AL H &, AL AT NSRBI 3 E (IR EAE55) -
10.  Establish who has crisis ownership: i & & fEHL 57 57 A :

Hotel (Bronze Level) or Divisional (Silver Level) or AP Corporate (Gold Level) )5 (Hi2) i &
IR R LAWK XA F] ()
11.  Establish: fff 7€ :
0 A media spokesperson —HLEEARK F A
O A media information centre — MEAR(E B H L
0 Guest and staff welfare requirements 2 A 52 T (AR A EL R

12.  Consider requesting from the AP Gold Level Response Team and additional Gold Level
Resources, such as Health and Safety / Fire / Security and Crisis Personnel. ZE AKX &%
BRSNS G R PRREAT I K, Han AR 24, kR REFBHLA R .

13.  Conduct a full debrief once the situation has ended. — HfEHLEE w347 5 BT K o
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3 INCIDENT GUIDANCE NOTES S#38 S )i B§

These Guidance Notes give an overview of each type of incident and step-by-step procedures for
handling the incident, including completing a report once the incident 1s over. Some inadents require
the use of checklists. You will find the forms for the reports and the checklists in the _Appendix: Support
documentation.

X U RSN AR TN, DA FSR S DRy, SR BATR
AU E e R o SRS EA AT . TR Hn] LA YR AF PR

Type of incident See... Reports or checklists to be completed...

HYRE ZN... BRI G EIRR...

HEALTH RELATED INCIDENTS 58 R SR

Body fluid spillage in pool {4 i H # ik » page39 UL Accident and Dangerous Occurrence Report

it FHCRa R SRS

Broken glass in the pool vk it P A B R » page 47 il Incident Report HAR S

Death BT » page 49 il Sudden Death Report PEAEH S

Epidemics or infectious diseases 1% 445 » page 55 1 Accident and Dangerous Occurrence Report
FEA G R R

Food contamination (suspected ) £ fiii5 44 » page 62 1 Accident and Dangerous Occurrence Report

(PF5E) FrA R FF R

Food contamination (threat) ﬁ'ﬂ:ﬁi?y‘:‘(ﬁﬂj}) » page 64 il Incident Report HMER S

Food poisoning b » page 66 Il Allegation of Food Poisoning Report
Y hERERS

Tllness (guest or staff) H 5 (Zg‘; Ak I) » page 72 i} Accident and Dangerous Occurrence Report

Pollution 75 %% » page 87 Il Accident and Dangerous Occurrence Report
FEOA R FF R

Rape 54F » page 89 I Crime Report JL5E4# 75

Suicide H % » page 93 Il Sudden Death Report PEAEH

Woater failure or contamination 7K i f&E sl » page 112 il Incident Report HMEAR S

USRS

ACCIDENTS ¥#

Accident F{ » page 37 11 Accident and Dangerous Occurrence Report
FrA R F R
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Type of incident See... Reports or checklists to be completed...
HHYCERA ... ERBHREERIER. .
Incidents involving guests when they are away » page 73 il Accident and Dangerous Occurrence Report
from the hotel PR R B R
B AV 2 3 OrgE
Crime Report JR5EH#
or 34
Incident Report S5 i 5
depending on nature of incident HU R T3¢
WP
Injury 175 » page 75 JL Accident and Dangerous Occurrence Report
FEON G R R
FIRE AND LIFE SAFETY INCIDENTS K RHI4 frZ &3
Fire or explosion KTQEJU%X’F » page 57 Il Fire Incident Report PO E R i &=
Flood itk » page 60 il Incident Report HARs
THEFT #%%j

Theft of guest property % N4 s

I » page 110 T I Crime Report JL4EHR 5

HOTEL PROPERTY RELATED INCIDENTS 5ifJE M= B3

Boiler failure i i » page 41 L Incident Report (required only if failure lasts
longer than 12 hours)
FHOR S (SRR g 12 /N A )

Electrical failure LS, f » page 53 U1 Incident Report (required only if failure lasts
longer than 12 hours)
FHOR S (SRR g 12 /N A )

Fire or explosion ‘K ‘K B{ R » page 57 I Fire Incident Report ‘K %% $ #U4R 15

Flood itk » page 60 Il Incident Report HMER S

Food contamination (suspected) £¥ (i3 4 » page 62 1 Incident Report SF i i

(H5E)

Gas failure B M fE » page 68 il Incident Report (required only if failure lasts
longer than 12 hours)
FrHER (SRR SR 12 DA T )

Gas leak BES R » page 70 il Accident and Dangerous Occurrence Report
FHORfa R R

Lift failure HELEf G » page 80 i} Accident and Dangerous Occurrence Report
FrA R FR

Panic alarm activation 24} J3 3] » page 82 il Incident Report HMER S

Pollution 75 %% » page 87 il Accident and Dangerous Occurrence Report
FHORfa R R

Pool: body fluid spillage Jfikith: Ak i » page 39 UL Accident and Dangerous Occurrence Report
FrA R FR
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Type of incident See... Reports or checklists to be completed...
HHRE ZN0... ERBRREERIFEE. ..
Pool: broken glass vk : PR » page 47 il Incident Report HMARs
Telecommunications failure HL {5 W s » page 109 ik Incident Report HARs
Woater failure or contamination 15 7K 58X 7K 5 » page 112 Il Incident Report HMEAR S
S
EXTERNAL THREATS AND ATTACKS §Mf B A1 Bt
Bomb threat (telephone) ¥55 ERHH(FEL 1) » page 43 UL Incident Report SF i i
Telephoned Bomb Threat Checklist
Bomb threat (postal devices) ¥EFEJHHEAF | » page 45 7T Incident Report HF#(#} 75
*H)
Demonstrations or protest groups 75 2T » page 51 U1 Incident Report SF i i
WA
Food contamination (threat) £ it 75 4<(lM}) | » page 64 5T Incident Report S5 i) i
Food Contamination Threat Checklist
Kidnap or ransom demand or extortion 4§42 » page 77 BT Crime Report JU R P
BB 2R b BV Kidnap or Ransom Threat Checklist 22 0 LN
B B
Political unrest or riots or war F(IA#ELEL » page 84 il Incident Report HARs
e B
Robbery, or armed robbery / hostage-taking » page 91 T Crime Report JR5EH#
B ekt B /4 A5
Suspect device a5 » page 95 Il Incident Report HARs
TERRORISM THREAT OR ATTACK B4 g5k &
Terrorist attack e i 2% » page 99 L None &
Terrorist threat response levels T e » page 100 il None T
LR ]
Threat Level Green %3 (01 2% 51 » page 103 Il None T
Threat Level Amber # 0 fg J3 2% 5] » page 105 1 None T
Threat Level Red and Red Plus £ & f14L {4, » page 1051 | None
4% )
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ACCIDENT B}

OVERVIEW ML

This Guidance Note describes what to do if there is an accident involving guests, staff or other visitors

(including contractors). The priorities in this situation are to:

g U IR TEREREN. 1 TECHAR T2 (AR ) S AR F U 72T 4

XL T e B2 -

B Provide medical assistance H&HEEEIT Hr 1)

Control the scene ¥ ill J&j [l

Provide assistance to relatives 45 5% J& 2 Hir 3

Assist in notification of accident to relatives ThEIH S HUE 125 &
Not to admit liability /N E &\ T4

PROCEDURE & JF

1. Visit the scene of the accident or the injured person. F 1 F i 37 845 b1 o

Communicate accident details to relevant parties [A]FH 925 5 4158 F B 1

2. Summon appropriate medical assistance, for example first aid or an ambulance. HRBOE YR EST

&), SR e %
@ Notes: = :

O Serious injury must be reported to the Director of Operations and the Chief Operating
Officer immediately, via CR24 on +44 (0) 207 942 9831 EEA5 15 i A ZiSL B ()35 8 2

A 128 BILR, $RFT CR24 HLiE: +44 (0) 207 942 9831

O  If the accident has resulted in death, refer to the Guidance Note for Death (W see Death on

page 49) RINFHHCFE 7 AETS, WSHIET T UL O ILER 49 KT

3. Control the scene: &l Bl
0 Warn others of any hazard {T{n] f [ #R B2 25 HoAd A\
O Section off area P& 25 [X 15k
O Screen area from view of others A~ E ik H A N5 3

4. Ascertain the accident details from the injured party and any witnesses: M 72 Fll H 7 35 # B 7 B

FE
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[0  Take witness statements 1635 H o7 3 FIFRIA
0 Record your observations at the time 105 /R 24 By i,
[ Take a photograph of the area 45 1% X 317K {&
5. Identify and rectify the cause or fault. A\ I 24 145 R ]
6. Monitor the injured parties” welfare. In some cases it may be appropriate to notify relatives. JiF

DI ARRA] . BEEETEDLN, I RISEJE A& UK .
7. Record fully all observations at the time and obtain independent witnesses’ statements. 564105 24
IR L, SRECHAT H i BRI .
8. After the incident, complete an Aewident or Dangerons Occurrence Report and fax it to: S5 J& 56 il H a4
HERTF IR FAEH S
0 The Director of Operations (DOO) I8 & i
0 AP Risk Management, Corporate MV K [X £l XU 2 2
0 CMGL or your local insurance company CMGL B¢ 24 Hit {5 2 7]

® Note: In cases of accidents that lead to prolonged work absence or setious injuty, inform your

local health and safety authority. 71 & : RUTFHHCFEA b I (A KB AT, 058 A4
DA AR

9. Ensure a detailed entry is recorded in the hotel and statutory accident books. fifi & 75 1 J5 Flv &
HCE LA PR

10. Hold all incident documentation on record according to legal or local requirements. % HV5EHEEL 2

M EEROR B T A FHOCIE S

W See Accident or Dangerous Occurrence Report in the Appendix: Support Documentation W Jf=7: ZFFX1F
P H AL F IR 7
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BODY FLUID SPILLAGE IN POOL 1A B 2k b o

OVERVIEW ML

This Guidance Note describes what to do if there is body fluid spillage in the swimming pool. The
priorities in these situations are to: A48 F Ut MR 1 7E vkt A A AR VBUIR HY 17 100 I B 122 75 A 4
RAEIXBIR DL 255 2 S A

B Evacuate all persons from the pool $l &S JiF Kt I B A A
B Close the pool immediately 7. R[5 P 3K it

B Control the area &l 1% [X 3

B Make the pool safe again LEVFK I EHT ] 2] 22 2 RZS
PROCEDURES &%

@ See also the Pool Safety Manual 37 USZ: W JFik it £ 15 B

1.

>N

In a calm and controlled manner, inform persons in the pool that they must leave the pool

immediately. & FFHEE HL & URIFIK I I N2 EESTT.

Close the pool access. o P 3R N D vk b Y e T

Using appropriate personal protective equipment, remove any solid material using a net and
dispose of it in a sealed polythene bag and place in an external refuse container. ¥ F3d 4 1N A

Brr s, FMBERTT B A, BONEEFEREEA, BN B .

If the release is a solid stool, retrieve it quickly and disinfect the scoop. 1B QNHE H F 42 [l 4R K AE,
VU HR S 06 571 AT 75

If the stool is runny (diarrhoea), it is possible that the diarrhoea is from someone infected with one
of the protozoal parasites, Cryptosporidium and Giardia. These are a problem in pools because
their infectious stages are resistant to chlorine disinfectants. So the following procedure must be

adopted: UK NFACK BEYS), WIAREYI ] BEAL i+ 5 Nk 1 R A= sh e A i
Bl s BT R #E B . IR ik i ) 1P L, RO BT A% G BUAR BE HR A8 S0 22
7l BT CAb BRI LA T 5 it
O  Ensure that disinfectant levels are maintained at the top of the recommended dosing range
Bl ORYH B 77 PH B OR S5 FEAHEE 7 B B e e 7T
[ Vacuum the pool T A WUkt 17K
Filter the pool water for six turnover cycles ¥ i K 6 i
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6. Carry out a pool water test to ensure that all parameters are at the normal levels. FEAT 7K I,

B DR T R b ik 31 5 KT
7. When you are satisfied that normal parameters have been met, reopen the pool. “4/RHfi{E CL &1L E
IEH AP, EE T I kit .
8. After the incident, complete an Aewident or Dangerons Occurrence Report and fax it to: HHUL 5, T8
FHHREMTFH IR RS
0 The Director of Operations (DOO) I8 &
0 AP Risk Management, Corporate M. X [X £ b XU & 24

9. Ensure a detailed entry is recorded in the hotel and statutory accident books. fi PR 7E 1 J5 A7 € 35
HOEICA P PRAIE %

W See Accident or Dangerous Occurrence Report in the Appendix: Support Documentation 2 W Jf=f: ZFFX1F
P F L RE R F IR 77
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BOILER FAILURE %% %P i &

OVERVIEW ML

This Guidance Note describes what to do if a boiler failure occurs. The priorities in these situations are

to: A4 FULHIIIR 1B R BB BRI BAZ B A AR MR ILI 255 Z B2 -

B Maintain emergency heating and hot water for guests, food and beverage kitchen areas, public
areas and so on. If necessary: AR N B b5 XM 2 $ X $2 (i 35 2B A oK . &
o B .
O  Hire in temporary heating equipment (see Emergency hotel contact numbers in the Appendix:
Support Documentation) AT BERE B2 (W R AP AP E S5 IR
1)
@® Note: Beware of the increased fire risk YRR : 7)Mo K 5 B350
O  Create centralised “heated areas” and encourage guests to congregate in these areas to stay
warm BOLERH “HUR X, Sl A Lt [X £ R
00 Consider relocating guests into a nearby hotel 75 &€ 25 N HFr % B 2| 1 )5
B Repair the boiler {347}
B Minimise adverse guest impact /& & i/ % 28 N BIAH] 5200
PROCEDURE 2/
1. Start stand-by boiler (if applicable) or restart main boiler in use. J& 218 F 84 (BWTA 115),
Bl A A AR B A
® Note: Duty managers must be trained on basic procedures for boiler re-activation as well as
basic boiler maintenance. VER : (B IEZBH WA Z5UH 52 fn B Jd AU A P A4 (0 FE AR s
il
If this does not work: B WX AN EEAEH -
2. Check fuel supply / oil supply. K& ZBRARME R
3. Call boiler engineer for immediate attendance. 3R L5 TAZ M 3EAT 46 .
4. Inform guests (both residential and new arrivals) of the nature of the problem. RN )\()\f}_ AN
7 2 1) 1) T
5. Increase guest contact by ensuring that management and Heads of Departments are visible and
available. I 1520 NHUHRES, 0 0RE BEZ A0 14 BRAR AT A AR ) o
6. Complete internal maintenance report. 568 N & 4EH ik 2 -
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7. If serious inconvenience is caused or financial implications are involved, contact the Chief

Operating Officer. fRANIE R 1™ EAVME, BIS KA WIRGE, WIKREFIZEE.

8. If the failure has lasted more than 12 hours, complete an Incdent Report and fax it to: B i B R

HE 12 /N, SER— 1t AR AT LR
0 The Director of Operations (DOO) iz & &
00 AP Risk Management, Corporate MV [X £ b XU

W See Incident Report in the Appendisc: Support Documentation Z W7 :  Z1F KW FHALIR 77
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BOMB THREAT (TELEPHONE) YESER il (FE 1)

OVERVIEW ML

This Guidance Note describes what to do if there is a telephone bomb threat. The priorities in this
situation are to: AR5 F UL AR T 78 & A UG NE SR BOZ B A M. RAEXFME IS5 2

S
| Obtain the maximum details from the caller J& 7] §8 22 #h MK H1 35 5 L3R BV E 40 4E B

B Communicate the information to senior management ¥ 7 J2 38 Kl = & BE 2

PROCEDURE &F

® Note: Use the Telephoned Bomb Threat Tick Sheet to help you follow this procedure YER: 1 417
KE PRI PR AR AT R
1. On receipt of a telephone bomb threat, obtain as much information as you can, such as: BT
R MRS BT, R AT REZ RIS B, tean:
[ When the bomb is due to explode ¥E A4 B 5| 5
O Where the bomb is located ¥F 5475 Wk B
0 Why we are the target A4 EIEFRA]

2. Note the exact wording of the message if possible, and make a note of the date and time of the
call. Note also if the message was apparently read or spontaneous, and if it was made from a

payphone. WIR T REMITE, EEAIGH SRR, JFC T BRI H AR . 82
FERE UL S W A IR B TR 1, A A R BT 2 HY TR AT R

3. Keep the caller talking and make a note of what you can deduce about them from their speech,

such as: WRHE —EHULE, il FARMIMAMATRE A H 1 —Lessie, .
O Is the caller male or female? S HL & 5 &4 ?

[ TIs the caller young or old? SR HL# & F5% E’Jﬂ)%ﬁz%m ?
O Has the caller got an accent? KEHREGA DS
O

Does the caller sound drunk; is he/she laughing, giggling? > 33 I 2 K & fH A5 & M I T
fih /MR SR, BRSNS 2

4. Note any background noises (music, traffic and so on). ¥ BT S E (&F 5, FEH%)
5. Notify the duty manager immediately. 37 R} I8 HI{H T £ HL
6. Call the police. JHF1E /7 .
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® Note: if appropriate, contact a Special Unit such as the Bomb Squad. EE: R LA, kR

BRSNS R IR AT, AR R

7. After the incident, complete the Incident Report and fax it to: FllJG, TCHHHIR FHAEE LG

0 The Director of Operations (DOO) i& 7 & i
[0 AP Risk Management, Corporate M. [X A Ml XU 57 2
Notes: R :

B This procedure is to be trained every six months to ensure it is understood by all staff who receive

incoming telephone calls. AR LAIE: 6 N A B —K, CABAR T A 220 B uh 7Y 52 T AR

HiZ e

B Copies of the Telephoned Bomb Threat Tick Sheet must be easily accessible and available for
completion by telephone operators. 17 AF# AL ZRET-FT AZE S, i s iE 22k 7

HE el

W See Telephoned Bomb Threat Tick Sheet and Incident Report in the Appendix: Support Documentation Z= WL [t

K ISP A T AT 7 N F IR 77
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BOMB THREAT (POSTAL DEVICES) XE3¥ B i (BE 273 B )

OVERVIEW BT

This Guidance Note describes what to do if there is a bomb threat received via the post. The points to
look out for are: AF5 T Ui IR 1 7E B BIHE Z3 O VE S UM I B % B Al % B &R BIRFE :
B Grease marks on the wrapping or envelope 1.2 805 3 _F 1) 7HIR

B The package / envelope may have a smell of marzipan or machine oil .52 /{5 3 7] e A7~ &
W S R TE

B Wires or metal foil may be visible, especially if the package has been damaged in transit FJ B Il

L2 e @ T, R RIS IR A BRI R DL T

Aletter / package may feel overly heavy for its size BUHBEE/ELZEHIR/N R, FIRERE T

A letter / package may be heavier on one side or in the middle HEf4: /€15 ] G —iA B H (A
A package may appear to be over-wrapped (L2 1] e fL4E 1L

A letter / package may be incorrectly addressed, show poor handwriting, spelling or typing HEf4:/
BEATREMIEAR, BE. HEEET FHIRZE

B A letter / package may be over-stamped for its size or weight BB/ ALFE 1K/ NIE &1 5
FIRENG 2 TSR

PROCEDURE &JF

® Note: Where possible all mail delivered into the building should be checked and sorted at the nearest
point of entry. As a security precaution, unchecked post should not be taken into the building. ¥E& :

FITAT BE K N BRSO AE O N DT R BN K. W T2 eBWHE, REmE N
PEAS BT AL -

If you think that you are handling a suspect package: {5 QI/RIAN IEFEALEE — AN ] BE (0.2
1. Put the item down on a flat level surface. HFEL A FIH R L.

2 Do not attempt to investigate the item further. NEREH— D EFLE.

3 Do not try and cover it. A E R & 78 55 5% .

4. Mark the item for easy recognition by the police. 5 7 T4 iR 1 o

5. FEvacuate the immediate area. B f T [X 35k .

6 Do not lock the room. AN AE 5 8] o
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7. Notify the duty manager (who will call the police). 18 FIE 28 3 (FH (P20 2H FL T 18 A1 TT) o
8. Remain at a safe distance (at least 100 metres) to assist the police. TRIF7E LA FEE (270 100 K)

HrEE T

0 The Director of Operations (DOO) i& & &
00 AP Risk Management, Corporate MV [X £ Mb XU 7 2t
@ Note: FEE:

After the incident, complete the Incident Report and fax it to: UG, TER HHUIK AL ES:

B This procedure is to be trained every six months to ensure it is understood by all staff who receive

incoming post. AL U 6 DA EI— U, LB ORI S USCE P 1 53 THSBH i Ae o
W See the Incident Report in the Appendix: Support Documentation W Jf=f: X #F X B F sl IR 27
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BROKEN GLASS IN POOL Y3k Tt FH B B 788

OVERVIEW ML

This Guidance Note describes what to do if there is broken glass in a swimming pool or whirlpool. The
priorities in this situation are to: A48 T Ut Bl 1 £E Uk it B H & IR BB I N A% B A
RAXFFIII 5 2 S

B Tsolate the area where broken glass is located [ &35 1 37 35 110 i [X
B Evacuate all persons from the pool 4 FrA A Mkt 25

B Close the pool immediately 37.R[J 5% A3 ik it

B Control the area il 1% [X 35k

B Make the pool safe again L3 kitl F57 [ 522 4 IR A
PROCEDURE T2 %

@ See also the Pool Safety Manual 3&7] ULZ: W Jigyi it 15 7

1.

In a calm and controlled manner, inform guests that they must leave the pool immediately. ¥

BUE L YR IR IE P AL AU BT
Close the pool access. J% FHE A K )38 E -
Empty the pool of water. JEUZS EUK 7K
Using appropriate personal protective equipment, remove any glass from the pool bottom. i i
AN AR B, TE R IR BT 5
® Note: Do not use the pool vacuum, as glass particles will be deposited in the filter. YR : NE
APk b g, DUONBERE F BRI I8 Y -
Refill the pool. ikt FEHERK .
Carry out a pool water test to ensure all parameters are at the normal levels. BEAT KM, A R
P $EARIE 2 1R H K1
When you are satisfied that normal temperature and chemical levels have been met, re-open the
pool. HURHAE LAB R IEH AT, BT kit
After the incident, complete the Incident Report and fax it to: FHHUL G, TEHHHIR ZH AL H 25

0 The Director of Operations (DOO) I8 &
0 AP Risk Management, Corporate MV [X A Mb XU 7 2
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W See the Incident Report in the Appendix: Support Documentation Z W Jf 7 : 3 #F X AFHW) FH IR &
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DEATH JET>

OVERVIEW ML

This Guidance Note describes what to do if there is a death. The priorities in this situation are to: A<$H

FUHIIA VA NJETN BAZE A KAEZIMIEOLHZ5Z S0

B Be sympathetic and respectful when dealing with the distressed relatives, friends or staff 5
FRSR B B3 T F T A I R I H [R] 175 1 5 B

B Seal off the area and treat it as a crime scene to assist the police investigation 8t £, LAJLSE
RAEMALTE, BB T BT R A

B Ensure involvement of authorities to identify nature and cause of death ffj P& 24 J&j /- N Hfj i€ FE A

B Minimise disturbance and involvement of other guests J& 7] B8 /> HAth 2 N BE A1/ A

B Consider use of portable screens if in a public area R UITE A FLIZ T, 25 REAF FH i 2 5 X

PROCEDURE &%

1. Check for signs of life. f 2 E A ilE %

2. Tsolate the body or bodies (but do not move). f& & 7R (EAEFK 5)) .
@ Note: Ensure the area is secure and control all access. Y E R : MR JE FH %24, #=HE
A,

3. Call the police and hotel doctor. E HEL 25 A i 2= AE

4. Call CR24 on +44 (0) 207 942 9831. FFL CR24: +44 (0) 207 942 9831,

5. Notify the Director of Operations and Chief Operating Officer immediately. 37 R} 18 112 5 &
MEFZEE.

6. Comfort and assist relatives and or staff in distress. Z& H Hr B A5 126 J& Ak i T,

7. Assist emergency services where requested. 1% R IE SR B B SRS T -
® Note: Insist on the discreet removal of the body from the premises using, for example, the
staff lift/elevator or rear exit. YER: "RHr LLEEI 7 S NIIZ & P4k, thanidid 2 T
TR

8. Assist relatives or friends with further arrangements. For example: WhBISE A, i #t—20 24k,

bt
0 Extend their stay in the hotel ZEKAMATIFEE FIAAE

48
The largest FREE resource tool for Young hoteliers and seasoned professionals

© 2015 INNARCHIVE.COM



CODE: 11.04.001

QA - HEALTH & SAFETY

Incident & Crisis Management EDITION: 1

PAGE 49 oF 128

[ Provide transport to the authorities 424 J& #& L5218 T 5
9. Do not admit any legal liability. AN EAIMEERETE
10.  After the incident, complete a Sudden Death Report form and fax it to: Fld J5, SEMIFILIR 7
AR
0 The Director of Operations (DOO) i& &
00 AP Risk Management, Corporate MV [X £ Mb XU /7 2t
0 CMGL or your local insurance company CMGL BLAR 24 Hiu [ R[5 A 7]

W See Sudden Death Report form in the Appendix: Support Documentation Z I Jff % : 3 #F 1P AL
RF7
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DEMONSTRATION OR PROTEST GROUPS 7~ BRERHT X 44k

OVERVIEW ML

This Guidance Note describes what to do if a demonstration or protest occurs at or close to the hotel.
The priorities in these situations are to: ¥ S UL BRI T AR E 5GP S B e T  N % R
I RAEXFME LRI 2% 2 S

B Establish the reason behind the demonstration 2% B7R 8 J& 17
B Secure the hotel perimeter and all access points E 818 5 i [l L& B A T
B Minimise disruption to guests, employees and the hotel J& A BRI X2 N L 53 AN JE T4

PROCEDURE T&F

1. Inform senior management. K= E B JE o
2. 1If the event involves a protest group: & W1EHAF A HL I A4

O
|

O o o o o

Avoid confrontation 1 {15

Make contact with the group organiser or leader if safe to do so RN Z 4= H1%, 7] LAEKR
A 2H 233 B3

Determine the cause of the demonstration 7t B 7 B Ji

Request them to disperse 23K A A il H

Establish a security team to monitor the protest 7. % 4= /NH >R IR AR HT I

Contact the police Ik RE Ty

If the protest group gains entry to hotel rely on the police to physically control it & Z1$HTiX

PAAARIEN TR, 0 e 5 R A

3. Call CR24 on +44 (0) 207 942 9831. U CR24: +44 (0) 207 942 9831,
4. If the event involves a pre-planned demonstration: B anF b A F AT R s B

O

Make contact with the group organiser or leader if safe to do so Rz 4 1iE, nf AR
VA 20 213 3 B 40 5

Determine the cause, exact route and estimated timing of the demonstration IR 8L
JRR . A g 2 AR S ]

Avoid confrontation 385171 5

Contact the police k REJ7
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[ Ifapplicable, seal off hotel exits and entrances so demonstrators cannot gain entry {5 41 A]
17, BB IE & DA LR RS BEA
[0 If required, board up vulnerable areas for example glass frontage R U2, FEEMZEIR
ISy, BN IR R
Tel. no.: of joiner LI HIE AR HEL I
(out of hours: TAERS A 2 AN 2 FRLIE: )
0 Establish a security team to monitor the demonstration 8§ V. % 4= /N4 > M M7 B
0 Ensure CCTV videos are fully functional and recording key areas fffi O [41 26 FE AL 78 70 & 4%
TERL, il R Z M X
Seek advice and assistance from the police <33R 2 77 [ & WA i By
Seek advice from local authorities 33K #1757 24 J&) I 421X
Inform the Director of Operations and Chief Operating Officer. 18 Aliz & S E 28 H

After the incident, complete an Incident Report and fax it to: HHUL fG, TR FHRE, HIEH
7

e A

0 The Director of Operations (DOO) iz & &
00 AP Risk Management, Corporate MV [X £V XU 7 2

W See Incident Report in the Appendisc: Support Documentation Z WL Jif-f: 3 H#F X AF W) Fal IR 7
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ELECTRICAL FAILURE H5 /7 #jt[&

OVERVIEW ML

This Guidance Note describes what to do if an electrical failure occurs. The priorities in these situations

are to: 245 FUCHIHIE 1 AE KL R TR BAZE A R AR LR 2455 2 S0

B Maintain the hotel lighting facility: 4E3¢IP )5 1 HE B % %

0  Hire temporary lighting equipment (see Ewzergency hotel contact numbers in the Appendix: Support
Domwmz‘atz'oﬂ) *ﬂﬁﬁ II/EE EH‘ i Eﬁ 7&% (%%WJ /f/f 2?‘ H /-ZF f?fbjz /¢ 5’5 E/‘] /Iﬁ‘L—:*z z% ff; il /@E 5@% ‘@ ZET)

0 Beware of increased fire risk /)>Co K[ ¥ 3G 1
0 Provide snap glow sticks $& 5 B S AT

B Repair electrical fault fZ 3 B /7l [

B Minimise adverse guest impact J& B/ X2 N A F 520

B Increase security patrols or cover 4 II{R 22812 8475 &5 [

PROCEDURE 2%

1. Start stand-by generator (if applicable). J& F 4 F & LB 40 B 1) -

2. Check circuit breakers. £ 25 W 45 25

3. Call out an electrical engineer for immediate attendance (see Emergency Hotel Contact Numibers in the
Appendix: Support Documentation) SLEPE K S TARIN (S W R X HF AR LS50
MR 1)
® Note: If serious inconvenience caused or financial implications ate involved contact the
Director of Operations. YR : UG 7= EAME, s KUYy @, N Rz E Sk

4. Inform guests and new arrivals of the nature of problem. 18 %1% N1 22 18] @ 1E

5. Check for guests or employees in elevators (see lift failure) and make contact with disabled guests.
AR SR A% AR T ORI R), FRICREIRE A

6.  Increase guest contact by ensuring that Management and Heads of Departments are visible and
available. H 15 2 NHIRAS, i DR HELZ AR 1 e BRAR o] LA 3k 21

7. Consider hotel evacuation to evacuation points if the failure is considered to be long term. i 214

B R I PA AN R REHERS, U5 REORE I P R ARS8 B4R 5

@ Notes: X &
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&

[ Battery powered emergency lighting will last approximately 3 hours FEJth £ FEL 1 7 5 HE B

A LLMERFZ) 3 /NS

[0 The fire alarm system battery pack will last approximately 3 hours ‘K2 2 4t FEth2H ] DA4E

R 3 /NE}

8. If the failure has lasted more than 12 hours, complete an Incident Report and fax it to: R G i P 4

i 12 /N, WISERFATR 77, R4
0 The Director of Operations (DOO) iz &
00 AP Risk Management, Corporate M. K [X £ b XU

W See Incident Report in the Appendisc: Support Documentation Z W ff-F:  ZH#F X FH B IR &
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EPIDEMIC OR INFECTIOUS DISEASE Y4797 B A% 4ui

OVERVIEW ML

This Guidance Note describes what to do if there is an epidemic or infectious disease. The priorities in
this situation are to: A<$8 T Ui B 178 H BLAA T BRAL G2 i Rz B A, KA FPE L i)
A=Y T

B Minimise spread of infection through the hotel & AT fe /% Gu s 7E I i B IRAL £%
B Ensure full involvement of local authorities Al (R 77 >4 7 A A THI A N

B Minimise distress to other guests J&H] eI/ HAh & NI RE

B Minimise / control media attention J& F] GEJi/D /8 il GEAK ) e

PROCEDURE &F

1. Call the hotel doctor and take advice on action required. I JE A, ER 0 75 BT E ..
® Note: Ask specifically about source identification. YER : 4 1] 1 7] 975 Y5 11 %5 1)
2. Call CR24 on +XX (0) XXX XXX XXXX. F{Hl CR24: +XX (0) XXX XXX XXXX,

3. Notify the Director of Operations and Chief Operating Officer immediately and advise if those
infected by the disease have had any contact with any other hotels. 3. R JE A1ia 8 S A H i
EH, PSR EE ERAE RE TE HE AR I B T £ AT I A 1 o

4. Tsolate the source as soon as possible. /& PR 2 I -

5. Clarify, with the hotel doctor, the requirements of the authorities and act as necessary. HHE J5 <
LR RESR, LI T AT

® Note: Be prepared for hotel isolation, review food, water supplies and so on. JER: #E#&4F
LR, e KRS,

6. Secure the personal effects of anyone involved. f£37 T 27 EAN NI 7
7. Fully brief staff to minimise the exposure risk. 38 %01 53 TR 7] GE k- 5 72 fE 16 -
@ Note: Stress the need for maximum discretion. JER:  J iR 1] GE 1515 () b Bk
8. Comfort and assist relatives, friends and others involved. ZZ& - WhENE &, AH A M FHARAR SN 5 .
9. Do not admit any legal liability. N EANEMERFLE.

10.  Complete an Acident or Dangerons Occurrence Report and fax it to: 56 H AL FIE S FIFR 7, I
(LT EEE
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A

[ The Director of Operations (DOO) iz
[0 AP Risk Management, Corporate MV [X A Ml XU 7 2

0 CMGL or your local insurance company CMGL BLAR 24 Hiu [ {5 A 7]

W See Acident or Dangerons Occurrence Report in the Appendis: Support Documentation W[ g 3 7F X

) AL i FE R
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FIRE OR EXPLOSION ‘K R BUAZVE

OVERVIEW ML

This Guidance Note describes what to do if there is a fire or explosion. The priorities in this situation

are to: AF8 FULIIHGIR T 75 R A KK SUBRSERT MAZE A M. RAEIXFHIEII 4% 2 S

Activate the fire alarm J& 5l K 2

Inform the Emergency Services and ensure they have a copy of the Major Incident Hotel

Profile AN 2R, HILRAOATEZ R — 10 B X FHBGEIE A

Undertake a controlled hotel evacuation (if warranted) BFEAT 8 ZH 2418 15 B B (IR 0 28 12
A1)

Ensure that senior management and Heads of Departments are available at all times iR = B
by Y IS G N N R R i

Safeguard records and, where appropriate, secure company property. Do not risk lives to achieve

this end PRIICIRAY 4, ARG TR~ 777 . ARG A s st A 1)

@ Notes: EX:

It is essential that all night staff receive formalised, documented and effective training in Fire
Fighting and Evacuation procedures. FTA &I G T8 DA 2052 3 5 87 Al B BORE /37 7 T 1E =X
R I

Senior management, Heads of Departments and other relevant staff must have a working
knowledge of the fire procedures contained in the Fire Safety Manual. SR EH)Z . K]
Tt AR O 5 TR AN E AR KR K77 B 1 P FEF -

PROCEDURE &JF

1.

Ensure the Emergency Services are called. Tel: ......cocvviiiiiiiiiinniiii Provide them
with the Major Incident Hotel Profile it necessary (see Major Incident Hotel Profile in the Appendix:

Support Documentation). WHIREUH N SRS FBIT, HIE...... Bl 75 0 m) AR AT 12 it B A
HCBEFIING WM R SEFF AN AT 1T 1)

Call CR24 on +44 (0) 207 942 9831. FH CR24: +44 (0) 207 942 9831,
® Note: Do not rely on direct lines from automatic systems. BE: AEREEHIRS N EZ.

3. Ensure appropriate records are brought to the evacuation point(s): ffi PRRF & 24 B e 55 2R A

O Department rotas / schedules HTMEER /1T
0 Housekeeper’s report / function sheets Ji5 [APIRA R K /IR AER
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0 In-house guest list N #B% A 44 5.

4. Carry out a roll call to determine the number of missing persons and their possible location. #4T
IR, RN G R DL ARATT R BE A BT A

5. Liaise with the Emergency Services. BAZ& N SRS T

6. Keep guests informed. AW [ N HH £

7. Assess the length of time building will be out of use and, if appropriate, make alternative
arrangements for guests.

DAL 5 LA P S SR R S IR, AR 175 0 e ) S 3 4 1) 2
8. Once the investigation is complete and the hotel is deemed safe, inform guests.

—HRESERE, B %4, HEmEAN.
9. Inform the Director of Operations and the Chief Operating Officer.

HAE IE B AE EE

10.  Make a full and detailed report of the incident and enter details into the Hotel Fire Safety

Manual 217 58 B VR ISR 5 IR 40 11D SR AE BT By 2 FH -

® Note: It is essential to comply fully with Statutory Regulations. Tragic events in hotels that
cause loss of life result in detailed enquiries into a hotel’s fire precautions, procedures and records.

TER: M58 ABEE S MR B . R AR N SR NS TSR AR & S B4
[ S B B TR B, R RS %
11.  Complete a Fire Incident Report and fax it to: 56— A K FHH IR 215 H 2
[0 The Director of Operations 18 & I (DOO)
0 AP Risk Management, Corporate 2 ) V. K [X XU fs; % B
O CMGTL. or your local insurance company ~ CMGL BRARATT 24 Hb 1 PR [ 2 7]

12. Separately record all related costs. 3 AE 3 BT AH < B A

13. Minor emergency repair work may immediately be carried out. Permanent or extensive repairs
must be authorised by the Director of Operations or, in the case of a franchised hotel, the
relevant higher authorities.

Jo7 =4 R A] SE BN R S YEE TAF . [F AR BORVE F I 4E 2 A A4 B 2 i b HE R, 4
FOERFVFLE G, ) AR L R B s B AL HE

@ Note: JEE:

B Special attention must be given to providing fire training to all staff, along with regular evacuation
and fire drills. All such drills must be correctly documented, with dates, times and points raised.

WAUAFTA I R TERBEH BT R, DASIE OB KM > . P s>y, gahH
WAL B A R b UL VAR
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W See Fire Incident Report in the Appendix: Support Documentation 2 W 7 : 3 FF AP B A K FH Bl IR

e =
=
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FLoOD /K%K

OVERVIEW HESL

This Guidance Note describes what to do if there is a flood in the hotel. The priorities in this situation

are to: AFEPIEULHIIR 1 WK )E R AE K S AT Ab B . IS MUR AR N 1 2455 2 S

Control the spread of water (if possible) /& 1] BE4% fill 7K #5 & %E

Isolate water supplies at nearest sources and repair b B 5T 17K P HAZ 2

Minimise disruption to hotel operation FEXTVP 5 1B 8 AR B /M

Implement cleanup operations for prompt return to normal operations as soon as possible J&&-
Vi SR B AR DO I 5 1) 1R H s s

Consider the purchase of small portable pumps or borrowing or hiring pumps from the Fire
Brigade 25 8 /N R 48 A gth 7K A LA 17 BAAHL fitk

If the incident is serious, inform the Emergency Services and ensure they have a copy of the

Major Incident Hotel Profile WIRZFHU™ 5, AN SRS & 1100 /AT — 10
WL BE LA

PROCEDURE T2fF

1.

2.

Assess the rate of water flow and likely area of flood.

i TF 7K IEIE B B T e A A 7K O R X A8k

If it is a burst pipe: W15 R IKEHERL:

O Turn off water supply at nearest stopcock or the mains

0 RPERIT AL Fe BHE K 17K IR

O Call plumbing services to repair (see Emergency hotel contact numbers in the Appendix: Support
Dommentcztz'on) %TT%@&%HE(% Eﬁlﬁlﬂ:ﬁféﬁﬂ% (72%%/{/7[2:% If?f“ﬁfjﬁ/qﬂ EKJ @E/Iﬁ%ié’
R 5

Assess for danger of water contact with electrical sockets and equipment. Isolate power in this

area. 7K -5 HLRH 8 S A5 B P i R N Sz o B 28 P IX s ) FL U

If the flood is severe call the Emergency Services. Tel: ..oouviiuiiviiinivnicninicniniiieee oo Provide
them with the Major Incident Hotel Profile if necessary (see Major Incident Hotel Profile in the
Appendix: Support Documentation).

W AROK G, RFT R S A
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0 WRALBE, NARMEE EREREN (SHHR: XHFETREEER
HHREMN)

@ Note: In the event of a serious incident contact the Director of Operations and the Chief

Operating Officer VER: WHTEFH, NKREELAEAEFREZE
5. Call CR24 on +44 (0) 207 942 9831. $&4T 24 /N IFAYHLTE: +44 (0) 207 942 9831

6.  Erect temporary barricades to control the spread of water, for example towels or linen inside
rubbish bins. 15 ELIfi I BG4 Ml K 5 S5, st FHY a2 R P 1) =8 T B

® Note: If the hotel has a history of flooding or drainage failures, a supply of sandbags should be
available. These should be stored strategically at entrance doors cellar flaps, car park ramps and so
on.

VER: ISR R ASE KOS, MDA . IS A ERE 1 ALY
MR 355, (P2l

Take photographs of the affected areas. it B2 S B DX 38 T Fa R .

™

8. Take necessary steps to minimise guest inconvenience and adverse hospitality effect.
SR B 1R 25 BT 4 5 N RIANSE B AN 14 Bl 55 570 o 2 e I o

9. Assess the length of time building will be out of use and, if appropriate, make alternative

arrangements for guests. i THEFYIEE A A T], 0% Al A M 1 2.
10. Organise cleanup operation. 414 TAF
11. Once the investigation is complete and the hotel is deemed safe, inform guests.
—HREERE, WHIANNE 24, MM A
12. After the incident, complete an Incident Report and fax it to:
HMORAE R, R FAIR TR R
0 The Director of Operations (DOO) & iz & i
[0 AP Risk Management, Corporate MV K [X XU, /A H]
0 CMGL or your local insurance company CMGL BARAT 24 1 ) FR S 2 ]
13. Record separately all related costs. 73 HTE 3K AT A FH R RRA .
W Sce Incident Report in the Appendis: Support Documentation Z= W iR : & FF X AE I FHde 7R &
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FOOD CONTAMINATION (SUSPECTED) E#Ii54: (F5E)

OVERVIEW T

This Guidance Note describes what to do if there is a food contamination alert. The priorities in this
situation are to: ANFE-FVEULEHFIIAR T W1 R B & W075 G Bz anfrab 3 . PER SO BN 1Y
R~ 24 H,

77 LS e

Protect life {474 iy

| Identify and control the contamination RN A e el MR A
| |

Minimise guest inconvenience and any adverse hospitality effect

FEXT B N IAME FATATANH i 55 50 2 22 A1

PROCEDURE T2fF

1. Record the initial details. 183 H #4015
2. Inform senior management, the Director of Operations and the Chief Operating Officer
immediately. SLEEMEAERE, FiznBNEEEZE.
® Note: The Director of Operations will inform the Health Authority, via AP Risk Management,
Cotporate VER: Bia S I8 A 7] K DX R B8 0 AR 24 R
3. Assess: PPl
01 Potential damage (to people or reputation) FJ BERIAEIR (Xf A BG4 25
0 How long the incident may last for S ] BEHFEEE A
00 If alternative arrangements for guests are required & 75 s 22 N2 N et 2 HERSS
4. Take food samples. B/ HUFE
5. Tsolate any suspected contaminated food. [& BT 0] ¢ 175 J & W)

6. After the incident, complete an Incident Report and fax it to: UK G, SEM— M H AR 1A%
H A

O The Director of Operations (DOO) iz & i
0 AP Risk Management, Corporate MV X JRU[5: 5 2
O CMGL or your local insurance company CMGL BUARATT 24 Hiu [ PR 24 7]

W See the Incident Report in the Appendix: Support Documentation Z W Jf-f: X #F X FH 0 FH s IR 2
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FOOD CONTAMINATION (THREAT) BS54 (B

OVERVIEW HESL

This Guidance Note describes what to do if a food contamination threat is received by telephone. The
priorities in this situation are to: A48 LUl BFAIE 1 4n SR 3 B W GL i Bb re i iz an ] A0 PR
PERFMOR AN 1) 2 552 S

B Obtain maximum details from the caller 3RT3K H KRB A& L 1EE
Secure food areas {RI X

Inspect all in-house food produce F £ FIr A 1) 56 & i A4 7

Carry out stock and delivery inspections i 23 B4 A7 A2 i

Communicate the information to senior management {5 B & Fm M E ELZ

PROCEDURE TEfF

® Note: Use the Food Contamination Threat Tick Sheet to help you follow this procedure.
HER: AW R bRiC 2 DA B AR .
1. On receipt of a telephone threat, obtain as much information as you can, such as:
PER AR BN, RATREZ HZREUE R, Biln.
O When the contamination is to occur 15 4% &% A I 8]
0  Where the contamination will occur 5 %% & A (I HH 55
0 What food will be involved BRI
00 Why we are the target of the contamination FA T A4 4275 41 H A5

2. Note the exact wording of the message if possible, and make a note of the date and time of the
call. Note also if the message was apparently read or spontaneous, and if it was made from a

payphone. X A & B0 R AR (5 5 LUROR BUR) H AT [A] . B 250 A5 R 75 2 ek
HIRRIL, BUERE X HEE,
3. Keep the caller talking and make a note of what you can deduce about them from their speech,
such as: LR FALE AW TG I MABATH 515 Fic % N URRE HERTAE B, 4o
00 Is the caller male or female?  SRHL A 5 PEIE A& 2t ?
O  Is the caller young or old? KENERIERZFK?
00 Has the caller got an accent? RHLNEHA 1E?
00  Does the caller sound drunk; is he/she laughing, gigeling?
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0 CREANEZGEERZEEN; b/t hiRR, RR?
4. Note any background noises (music, traffic and so on).
ERARMNREFAER GER. EEE) .
5. Notify senior management immediately, who will decide whether to take the threat seriously. 7.

RUER SR EHE, Ho e &5 EEET$H,
6. Call the Local Authorities. FHHL 745 .

® Note: If appropriate, contact the police. VER: WIHLE, MEEREZT .

After the incident, complete an Incident Report and fax it to:

HMORASE, e FHIR BT AR H A

[0 The Director of Operations (DOO) & iz &
O AP Risk Management, Corporate WK X REEH, AHE]

O CMGTL. or your local insurance company CMGL BRARATT 24 b PR ES: 22 7]

Notes: JER:

B This procedure is to be trained every six months to ensure it is understood by all staff who receive

incoming telephone calls.

BN H USSR AT P AT — X5, DA DR T 2 W SR B A B3 TR A

B Copies of the Food Contamination Threat Tick Sheet must be easily accessible and available for

completion by telephone operators.

W AUNIESS RUES LS 1) BT R R 10 o

W See the Food Contamination Threat Tick Sheet and the Incident Report in the Appendisc: Support Documentation

SR FETFIAA N BT 7 RSB X2 H IR 77
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FOOD POISONING BEY+H &

OVERVIEW HESL

This Guidance Note describes what to do if there is a case of alleged food poisoning. The priorities in
this situation are to: AF8 UL IR T 2B A 2L FTiE I & h Bz an el Ab B . BESREEHOR A
B 255 2 S

B Obtain details of date, time and items consumed by affected parties
ARELSZ B R0 BV o E YT I T K i e R T 17

Identify where else food / drink was consumed by guests other than in the hotel
BNEE NBR TAEW G, 2 75 I AR oAt 77 v 2 & / 1okt

Consider the implications and identify an action plan to put to the authorities
FIWTEE S 15 RIS — M SEiti v R 35 58 2 )

® Note: In some countries you are required by law to contact the relevant Government

Department for help. VER: FERELE[E 5K, ARMIARIE 2 IR ZERIPE R A G AV BURFAR TSR BY
Isolate samples of suspected cause B 25 AT &% K A
B Bediscreet ZIHE

PROCEDURE TEfF

1. Call the hotel doctor for provision of medical assistance.
BT B 2R AR BT B
2. Follow up complaint procedure. EJFHLIFFET o
® See the Food Safety Procedures Manual 5 W BYZLIE/FFH

3. Impound and deep-freeze a sample of each of the relevant foods then dispose of the remainder.
EROIF R IR R BV, IR G KT T &

4. Follow up on individual(s) welfare.  7&SE/ A M3 TAE

5. Do not admit any legal liability. NERINMEM KIVERTAE-

6.  Determine from relevant staff how the food was prepared and ensure procedures are corrected
where appropriate.

MAHZE 51 AL T i B 2 anfer £ 1) Ol IEAf 75 SEAH S AR I o
7. Inform the Director of Operations and the Chief Operating Officer.
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WRE IS SN E R EIEE .
8. Inform the local Health Authority if necessary. W1 %, M@K A o

9. Where the hotel has a contract with a food hygiene company, ensure they are informed of the
incident and their detailed procedures are followed. WS 5 &Y DA NG G, WM
ol 2 OE A A AT I A AT T RO AT R e

10. After the incident, complete the Alegation of Food Poisoning Report and fax it to:
FMOEAE, e FHATR E A H A

O The Director of Operations (DOO) & 15
O AP Risk Management, Corporate MV K [X JXU & B
11. Asindicated in the A/egation of Food Poisoning Report, you must also send an Accident or Dangerons

Oceurrence Report to: Wl B 77 IR 27 AP 23K, ARAT T I B 3% — AL TE i AT
REE:

0 The Director of Operations (DOO) & iz &

0 AP Risk Management, Corporate PR DX R B

0 CMGL or your local insurance company CMGL BUARM T4l 1R A 7]

" See the Allegation of Food Poisoning Report and the Accident or Dangerons Occurrence Report in the Appendix:
Support Documentation Z W, -7 1) B4 1732 7K 2 onf 7 e B i 2 T 57 7R 27
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GAS FAILURE JE5 it [&

OVERVIEW HESL

This Guidance Note describes what to do if there is a gas failure. The priorities in this situation are to:

AAE U A 7 R R A R I T AL B . ISR MO AN R 2 5 2 B

Locate fault and have repairs made 2% Hif& I 21T 4612

Maintain emergency heating and hot water for guests, food and beverage kitchen areas, public
areas and so on. If necessary: 4EFF N H'E SRS BUK, BRI X X &E5E,
R WE
O  Hire in temporary heating equipment (see Emergency hotel contact numbers in the Appendix:
Support Documentation) LRGN NI (S WM R: ZHFHFITR KSR 5
7z
@® Note: Beware of increased fire risk. JEik: £ BTG Ik R IERK

O  Create centralised “heated areas” and encourage guests to congregate in these areas to stay
warm. B HIL CIIFIX T IR N A I L X I -
O  Consider relocating guests into a nearby hotel.

O BREEFHEE AN .

Prevent a dangerous situation arising, such as fire or explosion Bfj 1 fE R B O K AR, W1k 5 BL
R

If there is a smell of gas, extinguish all naked lights. A0 ZISESWR, W RIKE K FrA LR HIK
® Note: Do not use electrical equipment in the vicinity as light switches and fuse boxes produce

sparks. JERK: AN EAEMHLAEH T B%, BOSIRBIIT R MR 22 G 277 KA

If the incident is serious, inform the Emergency Services and ensure they have a copy of the
Major Incident Hotel Profile WIRSH™ 8, WU N 3d 0 N2 SRR B B 11 R ORABA T4 — 4
B L BEF LA

PROCEDURE TEFF

1.

Call the Gas Authorities Emergency Tel. No. E LIS A F 4855 g 565

® Note: If serious inconvenience caused or financial implications ate involved contact the
Director of Operations and the Chief Operating Officer. JER: 1R F U™ EAEFEI K 5
i, WNBKREZSBMEFEEEZEE
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2. Check gas mains / valves / stop cock. o 2 AU E /18] /118 -

3. Inform guests and new arrivals of the nature of problem. ¥ i &5 J5 A< (]38 13 5 2 N S Wil 2158
HNESYNE

4. Increase guest contact by ensuring that Management and Heads of Departments are visible and

available. JH IS RS B2 K140 (O AE ] LA I 2 AR &

5. Consider hotel evacuation to evacuation points if the failure is considered to be long term. LY

KIS TR) i Rae, U 2% RE I N S IR BIHRGR A

6. If the failure has lasted more than 12 hours, complete an Incident Report and fax it to: T SR e e

R 12 AN, IR 5E 1 AR 71 R IE 2
0 The Director of Operations (DOO) & iz ik I
0 AP Risk Management, Corporate MV [X X[ & Bt

» See Incident Report in the Appendix: Support Documentation Z WLk : 3 #F XA 1 FH S IR 2
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GAS LEAK S s

OVERVIEW ML

This Guidance Note describes what to do if there is a gas leak. The priorities in this situation are to: /N

o FUEUIIEE AR AR AR MR iz T A PR SR FHOR A B 2 55 2 B0

B Preserve life fRIFAAT

B Cut off flow of gas VIWI i

B Prevent a fire situation P KK KA

B Eliminate additional hazards & HA f& 6

PROCEDURE &7

1. Remove all naked lights in suspected area %3 7] 5 X 35 Fr A Jo R 1 RE BH
® Note: Do not use electrical equipment in the vicinity as light switches and fuse boxes produce
sparks. VERL: ANEAENUTAE ] oT808, BROUIRBH T o0 AR 22 G o 7 AR v KA

2. Enforce a “No Smoking” zone. #lE —1~ “Z8H” [X

3. Turn off gas mains (regardless of effect on operations). FHIMES FEETEH (SNEXNEEH
TEENT)

4. Call the Gas Authorities Emergency Tel. No. and inform the Emergency Services. AT IR E
SRR ORI SESNASY S

5. Inform the Director of Operations (DOO). HWHIE 1z & .

6. Attempt to assess the source of the leak. S & M -

7. Inform guests and new arrivals of the nature of problem. ¥ i &5 (1) P4 J5T 18 N2 N S Wil 2135 i A

o

8. Increase guest contact by ensuring that management and Heads of Departments are visible and
available. i PRE HLIZ A AR 10T AE b LA 9 5 2 NIFIHR &R

9. Evacuate the hotel using local Fire Evacuation procedures. | FH 24 iy b7 SR F2 77 55 H08 f5 N
P NIAR

10.  Assess period of time the hotel will be affected and take appropriate steps for guest services and

hospitality. fiti THE 5 52 5 M6 R IR B 00 2 N BRI 5% AR5 SR SDURH L FR 4 it
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11. Do not re-connect gas supply until formally authorised. FRIEIEZUHEIE, 75 A2 B i it

o

After the incident, complete the Acwident or Dangerons Occurrence Report and fax it to: F 8K 4 J& »

e FHAEE i F IR TR
0 The Director of Operations (DOO) & iz & i
[0 AP Risk Management, Corporate M. [X X[ & Bt

W See Accident or Dangerous Occurrence Report in the Appendix: Support Documentation 2 I Jf=f: X FF X 1F

P T F IR 7
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ILLNESS YRR

OVERVIEW HESL

This Guidance Note describes what to do if a guest is taken ill. The priorities in this situation are to: /N

TR UEU I RE 1A RE 2 N IZ I A B . PSR FMOR AT ) 2 55 2 B

B Ensure that the guest is comfortable and is receiving the necessary medical supervision ffi R 25 A\

FPE TR B B 55
B Minimise disruption to hotel operation HEXE S5 12 & FIIA FF 22 5 A%
B If possible, limit any further spread of illness WK A&, T R il 50 (13t — DA% #%

PROCEDURE TEF

1. Record the initial symptoms. 3% & HI IR -
2. Inform the hotel doctor or one advised by the guest or relatives. 18 A1 i BT 2= A2 B HH & A\ B
1% ik eath] /E o
3. Do not give the guest food, drink or medication without medical advice. KAET s SAELE
NED) PR .
4. Keep a note of any costs incurred. 1C3KHTA 51 KI5 H

5. Prepare to relocate any other guests as directed by the doctor. FR 2= A= (145 T #E £ 387 2¢ B H
{EV DK

6. Inform the Director of Operations and the Chief Operating Officer. HEE IZ S L H B EI1EH -
7. After the incident, complete the Accident or Dangerous Occurrence Report and fax it to: Fl K EJ5, 78
J— Ay F AL 25 B F IR Ft AR HL 2

[0 The Director of Operations (DOO) &1z &

0 AP Risk Management, Corporate M. K [X XU & B

[0 CMGL or your local insurance company CMGL BUARATT 24 10 1) £ 5 A 7]
W See Accident or Dangerons Occurrence Report in the Appendisc: Support Documentation Z W Jff7: X FF K FF
B A S IR
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INCIDENTS INVOLVING GUESTS AWAY FROM THE HOTEL A

ANEETE ik 9 B B R A I

OVERVIEW L

This Guidance Note describes what to do if there is an incident involving guests away from the hotel,
for example on a bus or tour. The priorities in this situation are to: AF5-FVE IR T WG R A
TEIZE B ) A 52 26 b BRI S0 W) R A MO Z (T b 3 . SR MOUR AR (K24 55 2 Bt

Establish the facts of the incident fffi & 3+ # 1) HAH
Offer assistance if possible H& LA AT BEHIHS Bl
Liaise with Emergency Services for information 5% GR35 IR KR4 LUIUAS(E B

Be sympathetic and discreet in the handling of distressed relatives Lo I HEE R R =
17

Minimise disruption to the hotel X )5 12 S B 2 R K

PROCEDURE TEFF

1.

>

Liaise with Emergency Services to find out: 5 & 2R IR FFIRZE LUK I -
(1 The cause of the emergency 5 /2055 #U ) Jif K]
The extent of the situation FHLFTI K& TG

[ The extent of any injuries or death P M 1153 BAET
0  Who is involved # & A i
0 Inform the Director of Operations and the Chief Operating Officer. 18 K1E 18 S &K &

EEZE.

Call CR24 on +44 (0) 207 942 9831. #&X4T CR24 FEAL HEIE +44 (0) 207 942 9831
Do not admit any legal liability. ANEANEMBIERTE.

Set up an area to which calls can be transferred and where relatives and friends at the hotel can be

comforted. B¢ B —REWE ¥ PG FF LIRAE T I O3 R A O IX 35

@® Note: This must be situated away from the main public areas of the hotel for privacy. TE:
WAL T30 B T ok 2 8 3K XA B B Rt 7

Secure the personal effects of guest(s) (injured or deceased) until they can be removed. These must
be removed from the guest’s room and secured safely in a restricted storeroom. fE2 N (5245 1)

s AR RIBE S Vel REE WAL B 2 1T, b 250K N BLER Y o
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® Note: Be cautious when releasing this property. ¥ER: ALIIX L&) i I ELE TR,

6.  Assist relatives in relation to requests for accommodation and access to the personal belongings of
those injured or dead. 5 WIAR PR UL T 225K I AL BRAT & BOAEE RO AN

7. Report any appropriate information to Ernergency Services for example, medical information
from relatives. FHAEMIE 1 (5 BICIRG B SMSS, B0, KESRBIESTEE.

8. After the incident, complete a report and fax it to: %ﬁ&jiijé}: ek R A

O The Director of Operations (DOO) F iz & i
0 AP Risk Management, Corporate MV X JRU[5 5 2
O CMGTL. or your local insurance company CMGL BRARATT 24 Hb ) PR ES: 2 7]

The report you should use will depend on the nature of the incident, whether it is, for example, an
accident involving guest injury, a crime such as robbery, or an incident such as vehicle breakdown.

Select the most appropriate report form: 5N 24 At F 4R 35 4 B sk T F b v, filan, 2
W FERNGIERFS, SRR, s, R RE MRS &R

O Acident or Dangerons Occurrence Report i 5, J5 iy F IR 77

O Crime Report - JLFETT IR 7

O Incident Report FH IR 77

W See the Accident or Dangerous Occurrence Report, Crime Report and Incident Report in the Appendisc: Support
Documentation Z W IR LHF AP W) FACH T2 FFIREF, JITETR 27 I Fr 7R 77
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INJURY 155

OVERVIEW HESL

This Guidance Note describes what to do if there is an injury. The priorities in this situation are to: A< f§

SRR R TR Nz T A B . MR HOR AR 2 55 2 S

B Look after injured person’s welfare and provide medical assistance R&JHISZ 5 A 51 (g 5E 4 (it
VEgi)

B Rectify cause of accident and provide hazard warning to others, if applicable % 1F 5% # ¥ 2 A I
FEIE 4 15 00 T N HA NSO fE 6 e 4

B [f the incident is serious (such as multiple serious casualties), inform the Emergency Services and
ensure they have a copy of the Major Incident Hotel Profile W1 RS H ™ B (W12 H " H Ay
T2, MWBEEE SRS IR IR 1A — 0 EE L B FEH AT

B Not to admit liability ANE &I FTAE

PROCEDURE &7

1. Visit the scene of the accident. Z M HHIN %

2. Summon appropriate medical assistance, for example first aid or an ambulance. 8 FFiE 24 1 R I7
1D PR IPS s G R L S E/ARE
® Note: Serious injury or death must be reported to the Director of Operations and the Chief
Operating Officer immediately. YE&: : WAL BIR ™ 8 1) S B TR G B iz a i e
EIBHE .

3. Call CR24 on +44 (0) 207 942 9831. $LFT CR24 FFAYHL{E+44 (0) 207 942 9831,

4. Control the scene: ¥ Hill371H :
O Warn others of any hazard 5 N H Gl
0 Section off area [ &5 X 35k
0 Screen area from view of others MERINIZ LA Sfth A H

5. Ascertain the accident details from the injured party and any witnesses: M 1535 & A [ H

B E TR -

O Take witness statements 1tk H 734 IR IA
O Record your observations at the time 103 IR BT E 2R
[ ‘Take a photograph of the area XT3 HuHE4T 11
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Identify and rectify the cause or fault. fiffi %€ FF 4 1E i K 5 45

Monitor the injured parties’ welfare. In some cases it may be appropriate to notify relatives. i 5

D378 A RE . & I 3 R B

If the incident is serious, involving loss of life or limbs, inform the Director of Operations and the
Chief Operating Officer immediately and involve any other state agency as required by Law. 1
REHYTE, WL BUBAAR T, NS RTE R E 2 B A T 8 s B R R AR
TRZER [ [ oK A

If the incident is serious, call the Emergency Services. Tel: ....coeuviivnicreinicniniceeenie e o Provide
them with the Major Incident Hotel Profile if necessary (see Major Incident Hotel Profile in the
Appendixc: Support Documentation). W F IO, WHRITE SRS 1 o WL

B, NSNS BT EBEEHETA S WMR: HF R L ZEF AT

10. Do not admit any legal liability. NEAINMEFIEREFE.

11. Complete an Accident or Dangerons Occurrence Report and fax it to:

12.

HMRAEIR, e F TS F R A J B

0 The Director of Operations (DOO) &1z &

O AP Risk Management, Corporate MR X XU B P

0 CMGL or your local insurance company CMGL BUARAT 24 1 PR 2 7]

Refer claims / legal matters / cortrespondence to appropriate Department.

R 7 B SRR R L ) B A 2 i S s £ AT AR LR 78 1T

® Note: In cases of accidents that lead to prolonged work absence ot setious injuty, inform your

local health and safety authority. VE&: WIERFHHFEAIAMY Tag™EGFE, @ AR
SR R A T

13. Ensure a detailed entry is recorded in the hotel and statutory accident books. Affi PR 7E 1 i

S ARG Tl s R P 45 .

14. Hold all documentation on record according to legal or local requirements.

IRGEE B EOR,  RAFEPIAT [ SO FHE A S

W See Accident or Dangerons Occurrence Report in the Appendisc: Support Documentation Z W R T E
W V) A2 T S FH R
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KIDNAP, RANSOM OR EXTORTION ZF42. RiVEEREHZER

OVERVIEW HESL

This Guidance Note describes what to do if there is a kidnap, ransom or extortion demand. The
priorities in this situation are to: AKIe SRR T U R A 4048 miVEEEh R Z el ab B . it
KHMORKEN P2 B

B Remain calm and summon senior management immediately {R$FFfH LRI & JF = S BLE

B Identify details of who / what is involved i ¥ K I N /S 45 (T4

B Try to clarify who is making threat J& & ¥ fli& 2 H A

B Identify demands #fi€ £ K

B Stress no decision-making authority held at hotel level 5% 18 Ji To B 5

B Inform the Director of Operations and the Chief Operating Officer 3B %175 iz & I 2 4 i & iz
H

B Seck time to instigate plans by stressing that the hostages’ well-being is important
SR N J5 10 2 e X I o T ok 4 A1 IR B 22 DA IA- i 5 T el A 1]

B Minimise media involvement /& &/ BRI/ A

B Comfort friends or relatives of those involved ZHEFTI & A 71 I A BEE B

B Consider security cover and accommodation for relatives 75 J& 2 I PR 22 S A3 1 7]

PROCEDURE T&/%

® Note: Use the Kidnap or Ransom Threat Tick Sheet to help you follow this procedure. FE: HHH
B vERAT i R ZECA RS B R IEG LR T -

1.

On receipt of a telephone threat, obtain as much information as you can, such as: 2 E| 2L H {7
I R RESR IR 2 (5 2,

[ Where the incident is taking place 5+ & 4= 1

0 Who and what is involved % & N 7t K W%

[ What is the demand Z£3R&f14

[0 Why we are the target of the contamination AT AN 2RI H A%

Note the exact wording of the message if possible, and make a note of the date and time of the
call. Note also if the message was apparently read or spontaneous, and if it was made from a
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payphone. JEA[REIC ME B MIFETE, LURORAELE) H A [A]. 020 A5 B2 %k
HARRIL, KA AR,
3. Keep the caller talking and make a note of what you can deduce about them from their speech,
such as: LR LA PHE FFCARBE R MABATTBUTETE - HERTH HO45 2, Bl
[ Is the caller male or female? KA J& 5 {410 JE 2014 ?
0 Is the caller young or old> SR NFIRIBREFE?
[0 Has the caller got an accent? K ANERH HH?
0

Does the caller sound drunk; is he/she laughing, gigeling? K HE A\ J& 75 Ui 2 >k 52 M I
filu/ gt AR RS, R

4. Note any background noises (music, traffic and so on). IR FTH FIE F A (F 4R B i

&) .
5. Confirm that the threat is real (such as hostage taken or other event has occutred / could occut).
AR HSER) (NN a A S D kb = R AED
6. Notify senior management immediately, who will decide whether to take the threat seriously. 7.

BB R E BR, R e 2 15 2R A B 2

7. Call CR24 on +44 (0) 207 942 9831. $K4T 24 /NKFIFIY FELIE +44 (0) 207 942 9831,

8. Inform the Director of Operations and the Chief Operating Officer, and seek guidance before
involving the police or other agencies. IFIE E ML L H I EIZE, HFAEESREIbLIY A
WIS

9. Do not attempt to negotiate at hotel level. 7] B LAY 5 25 1 K 1R H) o

10. Do not discuss the case with staff or guests who are not directly involved. AN E 5 H B 0 E|

1A NS B 7on= X
11. Support families and friends of those involved. 3CHFHRLL A= 2 1 N 52 I K BE R A
12. Call the Police: ¥THLIFZR 252
® Note: If appropriate, contact a Special Unit such as the Bomb Squad VER: WIHRIEY, KR
RER AL, RN
13. After the incident, complete a Crime Report and fax it to: FHURA G, FER— 1M JLFETT H9IR &5+
&R
[0 The Director of Operations (DOO) &1z &
O AP Risk Management, Corporate V. [X XU 5 2
[0 CMGL or your local insurance company CMGL BUARATT 24 Hb 1) £ 5 A 7]

Notes: {f%
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B This procedure is to be trained every six months to ensure it is understood by all staff who receive
incoming telephone calls. NAE/NAN A RATEFFRE I — K, LA DR P 507 K s 1Y 51 20
AN

B Copies of the Kidnap or Ransom Threat Tick Sheet must be easily accessible and available for
completion by telephone operators. W 20N TE S5 51 HE £ 4 T LAKE IR B ) 898 8475 124
1R 7

W See the Kidnap or Ransom Threat Tick Sheet and the Crime Report in the Appendix: Support Documentation

SR FETFIAFA W TZEE it TR 1R 2 T TETT IR 7
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LIFT FATLURE B8 i [

OVERVIEW HESL

This Guidance Note describes what to do if there is a lift failure. The priorities in this situation are to: /N

TR IR U FE 1 a0 AR R B PR iz T AL B . RO AN ) 2 S 2 B
B Make contact with trapped guests or staff and comfort and reassure them Bt R F (1% N 51 5

T2 AT A T RS
B Tsolate the defective lift [ 55 & H B

| Assist persons trapped when released from the lift 5 Bl R N B 2 T E A

| Reinstate lift service K& HLFA AR 5%

PROCEDURE &%
1. Obtain lift key from. A\ AESRE AL BR B L -
2. Identfy lift location / floor level. s AL B/ )Z .

3. Phone trapped passengers (who will probably be frightened). Advise them that they will be
released as soon as possible and explain the procedures. Keep in contact with them as situation

progresses. 11 FLIGZ N 3% CABATTRTRESZ BTN ) o S URMEAT, AbA1 RIS 21

ROFRILRE . RO, SRR

&

M FEL 56 R P

Shut off the electricity supply provided this does not affect lift lighting. VIWi$HE LB, A5

5. If car has stopped at a floor, open the lift doors with the key at the most accessible floor level. 41

REBEAEEANMER, 2 8E I ZE ST BT,
@ Notes F&

0O  If the car is between floors it is assumed that it is too dangerous to lower the lift by hand

with passengers inside the car. Q1R BB S AERE R 2 18], BT FEAR A SR 1

PR SE o
Call the lift service engineer: $&+T HL 1 I 55 20 B I FEL IR «

O  If the lift cannot easily be moved, call the Emergency Services to ensure the quickest

response: WIRTCIEEE M B AR, U BT 38 00 5% SO 55 DA DR SR PR AT 0] 55
6. Show concern to trapped passengers upon release. S N SR PR 3l 25 ) I o

7. Post “Out of Order” notices. 7K “ M EEE H 7 AHEH .
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8. After the passengers have been released, test the lift with the car empty. FeR ARG, LA

T F B R IB AT IR o

9. The lift must be restored to service only after professional clearance has been obtained. R A # &

WS B 2 5, A RE IR R AL

10.  After the incident, complete an Accident or Dangerons Occurrence Report and fax it to: SR L5,

TER I F G S F R A AR R
0 The Director of Operations (DOO) & iz ik i
0 AP Risk Management, Corporate MV [X JRU[5; 5 2

W See Accident or Dangerous Occurrence Report in the Appendix: Support Documentation 2 I Jf=f: X FFX1F

) F A2 S S F IR
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PANIC ALARM ACTIVATION & SZ3R

OVERVIEW HESL

This Guidance Note describes what to do if the panic alarm is activated. The priorities in this situation

are to: 295 FVEUC A 7 AR AR AE R SVE R AZ I AL P . SR HOR AN B 2 55 2 S0
B Respond immediately to the situation LEIXJIFHLAE H & B

n Provide medical assistance FEHEEEITHEB)

| Control the scene #3710

B Not admit any legal liability ANEEAUATATFVEE 5T

B Communicate incident details to relevant parties -5 AHIC N 52 VA I8 FH A4 1) 717
PROCEDURE ¥

1. Visit the scene of the panic alarm activation or the injured person. ZxW kA= Tt By 1) I 37 B4,
HREZOIN R
® Note: In some hotels it may not be apparent where the incident has occurred. In this situation
the following areas must be checked in order of importance: ¥ER :  1E R L )5 AT 5y I
PERA M R AR IR OL, N T, DAUK SR IR PR A R 81 X 5k

Swimming pool area(s) ¥kt [X

Gym {8 £ 5

Plant rooms ML 1% 7% (8]

Chemical storage room A2 il i fiff ek =

Sauna and steam rooms SN2 E

Sun bed areas H H[X

Changing rooms HAK %

Other areas where panic alarms are fitted FHAZE 5y ¢ A2 1 R ZHR 1 X 35K

2. If any persons are injured the accident procedure must be implemented (W see also Accident on

page 37) WISRFAEM NG, W ZAT FAHAFRE T O FIFESILEE 37 1T FHA40
3. Control the scene: 1#iill 17 .

O Warn others of hazard 285 4th N\ A 1G5
O Section off area @=L

O 0 oo ogo oo d
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4. Ascertain the details from person activating the alarm. MIRZE 25 B HHEIS

5. Identify and rectify the cause or fault. ffi € Ji [K, 1ZIEHR
6. Record fully all observations at the time and obtain independent witnesses’ statements:
00 Take witness statements 1C.3% H 7 [ ik
0 Take photograph of area X3 HuIEAT 47 1R
0 Record your own notes and observations at the time 10,3 4 I /5 & 21 1) 1 L
7. After the incident, complete an Incident Report and fax it to: UK LG, TE— 1 HALIR 1A%

HA:
[ The Director of Operations (DOO) & iz i i
[0 AP Risk Management, Corporate MV K [X XSG E #H, /A H]

® Note: In cases of accidents that lead to prolonged work absence or setious injuty, inform your
local health and safety authority. YER: WRFMFEKIPMY T EGFE, WEEFRAT
S RE L AR T

W See the Incident Report in the Appendix: Support Documentation W [z X +F X0 F B IR 27
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POLITICAL UNREST, RIOTS OR WAR BUSEIY . ZaELERES

OVERVIEW HESL

This Guidance Note describes what to do if there is political unrest or a riot in the vicinity of the hotel.
The priorities in these situations are to: A$i5 LUt B IR 1 40 S0 5 P a0 A A2 B0V 51137 e T B
ALIZAT XS o BESRFRBOR L B 2455 2 B0

B Minimise involvement and present neutrality as far as possible J& & AP & H S 0] G s HH 37

B Minimise risk to guests and staff FEXF 2 AFT G TG B F 22 fAIK

B Anticipate needs for guests to extend stay or leave rapidly (expatriation) i IL7 A EAF B ITIH B
T FR 2 (R E A

B Review relocating guests away from areas of potential conflict, such as the front of the hotel B =
2L VR AE o R X 3T LT 2 BN, R

u Ensure food / water stocks are available within hotel BRI JE N A £ 18 1 &Y /KI5

B Consider an internally secure communal sleeping / rest area 75 f& 15 B — > PN 0 % 4= 1) s FL i
i/ R B IX

B Be prepared for staffing difficulties (such as the inability to reach or leave hotel, or factional
violence amongst personnel) JYHR T2 B {1 R MEMUAFHE % CnJeyERIE S B NS, 8N
bR D)

u Warn the Director of Operations and the Chief Operating Officer of impending political unrest /
tiots / war when warning signals are first identified MM S R AEBUR B /AL A
HIIE RN, At AE s SR e E

B Advise guests to pack a small bag should a rapid evacuation be required at short notice — H.R5A
AR A BRSNS — B S 5 N 2

PROCEDURE &5

1. Avoid confrontation with parties involved #9554 I N FFEXT 5

2. Make guests aware of difficulties without causing panic 7E AN AR B L T LB E =R 247

FER PN ¥
3. Maximise food stock # K PR B (1) it ek B 47)
4. Control access to hotel as far as possible, for example door and window security J& 7] Gg 44 il 18 J5

I, s R 2 4
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5. Increase security patrols within hotel 3 IV 5 P B R 22 02

6. Contact appropriate embassies or consulates for advice on procedures to follow Bk FAH B [ KA
TR TE DL RIS R FE

7. Inform the Director of Operations and the Chief Operating Officer as soon as possible
RARBEAE B LSS s

8.  Send or fax lists of guests and staff to the Director of Operations and AP Risk Management,

Corporate 55 N S 53 T 1k 44 538 et 45 5 3 o Ml B 2 i) VK I RS A 2
9. Clear ground floor areas of attractive valuable items ¥i5 B —#% X 3805 N3 H (1) 52 E Y
10. Ensure all emergency exits are clear ffi fr BT % &L L #TE 22
11. Remove externally stored combustible items as far as possible /& A] G455 FF AMNEBAE LI 2 A4
12. Ensure water tanks are filled B PR 7K 586 7K i
13. Develop appropriate billing procedures il & AH W [ e A2 7

® Note: Be responsive to guest needs ensuring you are sympathetic to the current situation 3£ :

Xt NI A SN, B ORI 2 AT S T R Rl 1
14. If entry is gained, attempt to relocate guests away from conflict area. Y15 N T4 740, |5 HE
s B N B b e [X sk
15. Call police and rely on police to physically control the situation $8FT 2 %2 Ja) G FF K SEZ L) 77
AR
16. Request assistance from CRT Level 3 Corporate where appropriate. R 1EHL, 15 K E R A F fi
PR ZVN 3 24 i) F5 B
17.  After the incident, complete an Incident Report and fax it to: UK LS5, TER—1n HU IR 7FF
e H 2
00 The Director of Operations (DOO) iz M
0 AP Risk Management, Corporate MV [X XU 7 Bt
[0 CMGL or your local insurance company CMGL B{ARATT 24 Hbu [ RS A 7]

W See the Incident Report in the Appendisx: Support Documentation Z I Jif 5 : 3 1F X 1FHW) FH B IR &7

83
The largest FREE resource tool for Young hoteliers and seasoned professionals

© 2015 INNARCHIVE.COM



CODE: 11.04.001

QA - HEALTH & SAFETY

Incident & Crisis Management EDITION: 1

PAGE 84 oF 128

POLLUTION 75 4

OVERVIEW T

This Guidance Note describes what to do there is pollution, for example a chemical leak, close to the
hotel. The priorities in this situation are to: P95 R G 2 ot Y 5 S R ) A i A 1 B R AR
THHETTE . B RCRIU A R A

B Ensure the safety of guests and staff Bl P Jiil 2 Al (2 T2 4>

B [f the incident is serious, inform the Emergency Services and ensure they have a copy of the
Major Incident Hotel Profile WIRFAT /™ 5, 1AIAHI K SRER M IEMA IR 16 — 1
PG L EFELH T

B Develop effective liaison with Emergency Services, guests and staff to ensure all understand the

situation A1 SURAR A I T IR FF SR, B ORI AN 53 AR 3 Bk ZE IR L
B Secure property (in case of evacuation) PR UE 4% 4> (LB % S H0)
B Not to admit liability 7] E#{ K H 5T/T

PROCEDURE &

1. Liaise with Emergency Services before ordering an evacuation. Tel: .....ccccvvivivvivvnn o
Provide them with the Major Incident Hotel Profile if necessary (see Major Incident Hotel Profile in

the Appendix: Support Documentation). TE T EEHLHUHT AR SRR TIRFF R, HLE
o WA WL B AT TR B BT B FE T (S W R SEFFI PP I 2
HHAFTI) -
2. If evacuation is required follow Fire Evacuation Procedure, unless relocation inside the hotel is
required as a result of external atmospheric dangers / pollution. [F3E H I 24 75 fa 6 S At
BRI AR DU A FET 5 P33 B 2 B, A e B ) 32 K R BIORE P i AT

G

3. Stop hotel air conditioning units. 5% 1E 8 )i YA B S AL R

4. If internal relocation is required staff must be placed at emergency exits in advance of alarm signal
to direct people. WA L EHATIE NN R E R B, I R R FIORE R T R
ESHRPGR

5. Keep guests / staff informed. JE R0 A/ O T PR R

6.  Liaise with Emergency Services on alternative accommodation for displaced staff / guests. [F] % &

R BT e o 3 L/ U e S Sk F A AT o
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7. Ensure the hotel is secured if full evacuation becomes necessary. {8 i A 5 77 B4 #2221 o
ORI 22 42
pe iy

8.  Inform the Director of Operations. i H1iz & & i
9. Do not admit any legal liability. 7] AR AT FHAE
10.  Complete any documentation required by authorities. 58 BB 5 %2 3K 11— 11 3044 5 B
® Note: unless admission of Legal Liability is involved. yE& : FRAECLHE 75 LA KL =#H 51E-
11.  After the incident, complete an Accident or Dangerons Occurrence Report and fax it to: H#EE W5,
TEMEH M EUER R R F R G A 2
0 The Director of Operations (DOO) & iz = i
O AP Risk Management, Corporate MR X RS A B
01 CMGL or your local insurance company CMGL BLARATT 24 1 1 PR 24 7]

@ Note: &

u Hotels near to industrial complexes housing chemicals have a higher than average expectation of
forced evacuation. Staff training and evacuation drills at such locations must be considered a high

priority. AT TV A=A it DX AT B985 1 BE— A0 S8 AT et AT s R . 03 T 5%
YIFNBR B SR AL X 8 XIS % I 26 25 1

W See Accident or Dangerons Occurrence Report in the Appendixc: Support Documentation Z W R T
W V) A2 T S FH R
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RAPE 3R 4T

OVERVIEW #H

This Guidance Note describes what to do if there has been an alleged rape in the hotel. The priorities in

this situation are to: WA NFFRIEE &K AERIFF4 . Aig S HRME 7 AT, BN

I ERPEE

B Be sympathetic to the victim and relatives [7] 52 55 N & H 2% J@ R R IR VI [F s

B Scal off the area and treat it as a crime scene to assist the police investigation F 8 F5 /i Hl S
PRSI x 5 AU Bl & 5 &

B Ensure correct involvement of authorities B PRAH A A 125 5 A& TAE

B Minimise disturbance to, and involvement of, other guests J3 & [ 6 X o Ath B2 57 >k [ AN

B Avoid media intrusion Bjj Ik ZEAR A A

B Consider whether a staff briefing is appropriate 75 F&€ & 73 75 B 4 1 51 138 X2 42 15 b 2

PROCEDURE #&F

1. Make sure the victim is comfortable and accompanied by a member of staff (of the same sex) or a
member of the guest’s family. DRIIES2 3 H— 44 [F 79 A8 5 5% TR A) = et e oK N B[R]
® Note: Where the use of date rape drugs is suspected, do not give the alleged victim anything to
drink until they have been seen by the doctor or the police, as traces of the drug still in the body
may be diluted. ¥ER : WIRMEEA R ET25, ERIMBE WA SR 22142 E i
BATATHAR, AR A 25105 B Ry

2. Inform the hotel doctor and the police. 38 I i [ i 1 57

3. Assist Emergency Services, where required. 1% R S8 SRR T T I E RS2 AL P By

4, Assist guest / relatives with further arrangements, for example, providing transport to see
authorities. PREITE R /M OROR JE HEAT B 224, F Aoy LS O (R BUBGAR I 3K AR X 2008 T A

5. Clarify the circumstances and consider any hotel liability. BIAfi 55 A& 24 B [R50 25 R8P )5 Ak 40

iNpgRE

6. Call CR24 on +44 (0) 207 942 9831. 44T CR24 +44 (0) 207 939 8831

7. Inform the Director of Operations and the Chief Operating Officer. 18 H1I& 5 & I AE 18 11 57

8.  After the incident, complete a Crime Report and fax it to: HHOK G, TEM— IR SER & 4%

HA:
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[ The Director of Operations (DOO) & iz &
[0 AP Risk Management, Corporate M. [X X[ & Bt

0 CMGL or your local insurance company CMGL BLARATT 24 0 1 PR 24 =]
W See the Crime Report in the Appendisc: Support Documentation Z W Jff 7 : 3 #+F AP JLFEIR 77
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ROBBERY OR ARMED ROBBERY / HOSTAGE TAKING 8B ELFF IR 5 /48

RN

OVERVIEW HEH

This Guidance Note describes what to do if a robbery, armed robbery or hostage-taking situation
occurs. The priorities in these situations are to: WIF I T465), FERFEEIEGEZE N IRGL, A&
BRI SR TR E e NCRIU 2B IR -

B Avoid putting lives at risk B 1E H N AR TS
B Torarobbery: &I}

O

O

Alert the police and authorities as soon as possible 2 L [7] %2 77 B ST T TR 2
Preserve any evidence f& B FT A iIE &

B For an armed robbery or hostage-taking situation: H ILEFIFEEIELIPEE N BT 1 175 LE «

0 Bvacuate the scene and surrounding area B B 3% ¢ il 130
0 Avoid aggressive and confrontational action 1 G PkIief: B 1 [H] 58
0 Do nothing that may endanger the safety of the hostage(s) 2459 N A= iy ¢ 2 JlAE B AL
0 Notify the police I H1% /5

PROCEDURE #&/7

1. Is this a robbery or an armed robbery / hostage-taking situation? X &%), FrikdGH/ P2 N
JoR ) A ?
O

If this is a non-armed robbery, inform the police at the earliest opportunity without putting
yourself or others at risk. WS EIEFFIBEN, 7EIRIUEH B L RE LT 5 — 8]
A&y

If this is an armed robbery or hostage-taking situation, avoid aggressive or

confrontational action. Hand over cash or valuables on request. Then inform the police at
the earliest opportunity without putting yourself or others at risk. (W See also Kidnap, ransom

or extortion on page 75) WG ERFFRENERIREE N TR AOIE I, T b P ok s 2 1 1 b 2K
R IR ESR A B B AR AEDRIE B 5 Z 2 RSO0 T 56— @R E T O
S WK 1T WHH, FHEIE L) Z)

2. Press the security alarm, unnoticed if you can do so. TEAN A& b (15 L $ M) 22 4 o4k
3. Call CR24 on +44 (0) 207 942 9831. $£4] CR24 +44 (0) 207 939 8831
4. Assist frightened guests or staff. [1] 52 T M R B 25 55 i3 T4t b Bl
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5. Alert hotel security and the police, if you have not already done so. [FJ{PJ5 {22 FIE T2, iR
AR IZFEA
6. After the situation: HLF KA G
O Record what has been taken 203 # #7725 7E 14 i
O Obtain witness statements 3£ HX H T iE A IE 1A
00 Take photographs of the area 35 & 37 {8 AH
O Retain police contact name, crime number and contact number IR T R A, JUSE
ThY, RS
O Ensure CCTV videos are retained for evidence ffif O 0k B 425815,  PLSREGESE
O Record your own observations at the time 2055 H B 15 4 I 0 37 WL 5¢
7. After the incident, complete a Crime Report and fax it to: FHUR A5, T — M ILIER & IFf%
HE:
[ The Director of Operations (DOO) &1z &I
0 AP Risk Management, Corporate MV A [X XU 5 £
0 CMGL or your local insurance company CMGL BARAT 24 10 1 PR 24 =]

M See the Crime Report in the Appendisc: Support Documentation S W R TR L TEIR 7
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SUICIDE H &

OVERVIEW ##

This Guidance Note describes what to do if there has been an alleged suicide in the hotel. The priorities

in this situation are to: WIHRA NFEFRIEE KA B AT . ARSI ME T TE, Bk

VAP

B Minimise disruption to, and involvement of, other hotel guests S £ [ 8 A I8 2 X J HoAth 2%
N

B Seal off the area and treat it as a crime scene to assist the police investigation F5/ 8 5 & Hit 55 H
VRN S R ISR 15 A P Bl 7 (%
@ Note: ensure the area is secure and control access JER: MR H FH A IIHH N, AFiF
A

B Ensure correct involvement of authorities to identify the nature and cause of death ffi R AH FAL
JEER 112 5 & AR AL A

u Be sympathetic and discreet with distressed guests, relatives or staff )52 E N HEE, FHC
i, R LRNIAR VIR

B Consider whether a staff briefing is necessary ZrE R mnEGT R THiHke

B Not to admit liability 7 A&\ 511

PROCEDURE #&F

1. Call the police and the hotel doctor. FFHYZE 75 K 7 )5 %% )ifi

2. Inform the Director of Operations and Chief Operating Officer immediately. 3. B[ i k112 & &
Mg ia E4E

3. Call CR24 on +44 (0) 207 942 9831. k4T CR24 +44 (0) 207 939 8831

4. Comfort and assist relatives and or staff in distress. 28 H- B BhAL T35 < Hh iR @ Bk i T

5. Assist emergency services where requested. %% 3R ¥ Bl SRR 56 1]
® Note: Insist on the discreet removal of the body from the premises using, for example, the
staff lift/elevator or rear exit. YERR : VER SREIHS, Nz i THEAEE L G115

6. Assist relatives or friends with further arrangements by, for example, extending their stay in the

hotel or providing transport to the authorities. PRI =R /IR B AT IR 224, ot v
SRR EHR 1K 28 ) A2 38 T HL BHE A AT ]
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7. Do not admit any legal liability. 7] A INEANVEETTE

8. After the incident, complete a Crime Report and fax it to: FHUK LG, TEM— M ILTEHR & A%

HAE:

O The Director of Operations (DOO) I=S Y SYiA)
[0 AP Risk Management, Corporate MV [X X[ & Bt

0 CMGL or your local insurance company CMGL BLARATT 24 1 1 PR 24 =]
W See the Crime Report in the Appendisc: Support Documentation Z I 7. 3 #F P I JLFEIR 77
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SUSPECT DEVICE ] $¢3E H

OVERVIEW #&#

This Guidance Note describes what to do if there 1s a specific bomb alert or a suspect device is
identified. The priorities in this situation are to: QAR [ ¥ESLER M sk nT SE3E BN, AR SR UE
PR TACEDER . E SRR 2

[ | Protect life fRUFAE iy 224>

B Evacuate the immediate area Bt i I H0 X

B Minimise panic /N2

B Notify the police Il HIE J;

B Consider full evacuation, based on police advice M §% % J5 {18 5 F8 4= T #it i

B Protect guest and hotel property PR T 2 FINP i W 7

@ Note: observe these minimum ‘safe’ distances from a suspect device: TR
MF THIERSERE R/ “RE” IR

Ifitisin a... People must be moved to this distance away:
WA SEREAE.. B AR ZER/NERH

Small package, briefcase or holdall 100 metres

MUTE, A BT 100 K

Saloon vehicle or car 200 metres

HANEE, B 200 K

Van, trailer or lorry 400 metres

HERS, HFERRS 400 K

@® Note also: FBER:

The use of portable communications equipment such as radios and mobile telephones is prohibited

within 15 metres of a suspect device. el i L E et LA RS, 78] 5eds ¥ R [ &
EFFHERR 15 K4St

The 5C’s 5/~ C
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@ Please refer to the Crisis Plan for detailed bomb search guidance notes. 152 W BHL#F B A KN
P SR IR U B VRS

Confirm that you have a suspect device and mark it for easy identification
N BT AT B B O AR TR AR R 331

Clear the immediate area starting with those nearest the suspect device
EL A SRR L B A XI5

Cordon off the immediate area ( minimum distance 100 metres )

k3857 7E T e E (£ 100 2K)

Control all access to the cordoned area until the arrival of police and identify and retain

P witnesses at a safe holding area FT 4 18 [A] Z 4 N 1 HL 2 7 23k, FF7E %
2 X HREA

Check for secondary devices, paying particular attention to: Hensese s, FliE

W& i

u The evacuation route B SiUH IE
B The evacuation point HiH AT
B Parked vehicles / waste bins 15 A 255/ 3 % 8

THE 5W's 5> W
The following information is required to assist the police: F] R #& T #1115 2R W B EJ5 :
What 14 is it ? (description, size, colout, if possible) tta? ik, R, Bit)

Where BFEL s it ? (location, access route, sketch plan if possible) fEATA LT ? (Hi g,
A, &)

When {A] B} was it found, or seen placed there? {ATIFHRF, Bl KR IR TBCAE AR HL ?
Why SA{A] is it considered a suspect device? AT HFIA K& 1] BESE B ?

Who # found it? any additional information seen or heard? K I ? A HABFE 2|
GRS N SN
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PROCEDURE &

1.

Assess the degree of danger, based on the information you have received. M4 #2215 2] 1115 B ¥
G 5 4

@ Note: Avoid all contact with the device. Ve : W A11Z3E B 47— V]
Inform: i A]:
[ The General Manager and Crisis Response Team (CRT) A & HF1 fE AL [ B /N

[0 The Director of Operations i& F i I
(1 The Chief Operating Officer & Ji & 18 H

Call CR24 on +44 (0) 207 942 9831. 44T CR24 +44 (0) 207 939 8831

Inform the police and ask them for advice about carrying out a full or partial evacuation. 18 K1 J7
AR AT 0 3 D3R 5 A 75 AT =) 0 B T A A
® Note: Police advice in a serious bomb threat situation varies from country to country. YE R
5 L 7 A A 7 B R T T RS AN [
Evacuate people from the building. Remember to: BBl R, 1015
0 Re-route guests away from the immediate danger area fRIE T 25370 B f [ [X 35k

[ Always consider that a secondary device could be located along the evacuation routes 7Kt
25 18 B HL e ] BER 4% R e R SO IE -

O Ensure that you take people to an evacuation point away from the building, in case there is
an explosion ffi DRAGAH I D3 22 A L HICEIA7E 25 R A% 1R 7 AT A e

O If the suspect device is a package or brief case, move people at least 100 metres away 415
ZATBER E A RN, H R AR R 100 K

00 If the suspect device is in a car, move people at least 200 metres away U1 1% 1] 5E3% &
R, i ai R E A 200 K

[ If the suspect device is in a van, move people at least 400 metres away W15 1% 1] 5E4% B
R, LR iiEELD 400 K

Assess the length of time the building will be out of use and make alternative hotel arrangements

for guests. i VBl KA TCIA 8 FH BRI TR 5 08 S 25 Gl AR 14 22

If a partial evacuation of a tower block is required, ensure that all mechanical lifts are grounded. un

R E RGNS R A LB AR kit

Provide floor plans for the Emergency Services. These must be kept at the evacuation point.
Provide them with the Major Incident Hotel Profile if necessary (see Major Incident Hotel Profile in

the Appendix: Support Documentation). |7) 5 SRAR R JIR-ALREMEZ - I Bl . B PRETHAER
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RAFAT IR BRI o U0 b B A AT ISR B B B E BTN (S W MR : A7/

N2 BEF A7)

HE:
0 The Director of Operations (DOO) & iz & i
0 AP Risk Management, Corporate M. [X X[ & Bt

After the incident, complete a Crime Report and fax it to: UK G, FEM—ILTEHR & HA%

[ CMGL or your local insurance company CMGL BLARATT 24 1 1 PR 24 =]
W See the Crime Report in the Appendisc: Support Documentation Z W Jf % : 3 #F P JLFEIR 75

95

The largest FREE resource tool for Young hoteliers and seasoned professionals

© 2015 INNARCHIVE.COM



CODE: 11.04.001

QA - HEALTH & SAFETY

Incident & Crisis Management EDITION: 1

PAGE 96 oF 128

TERRORIST ATTACKS 228

POLICY B

Terrorism and the threat of terrorist attacks are on the increase in many parts of Asia Pacific. In
recognition of this, we will, as far as is reasonably practicable, endeavour to ensure the safety of its

guests, employees, and visitors (including contractors) from terrorism and terrorist activities. ME R XV
Z T IR (1) 52 2 B AT SRR BT . 25T I, WORIX 2 REUS AT BE AT AT T I,
TRIERER, AT, Ui (BFRRE) K24, %1 BT sh A2 g .

OVERVIEW K

This Guidance Note describes what to do if terrorist activity occurs near the hotel, or where there is a

direct threat of a terrorist attack. The priorities in this situation are to: A S PA S U SV, ol L T X

o 52 BB AR U, AR SRR AL TRRIRTIE, R N2

B Implement procedures to protect the hotel’s guests, employees, and visitors (including contractors)
SRR A Tt 25 DRALE IS 5%, BT, ANiE % (B4R R D) 22 42

B Notify AP Risk Management, Corporate of local threats that may require the threat response level
to be increased WIRSEHLEFLA FHR AT, 5 W RIXFEHVE B2 % UL HIFI A S
Al

® Note: HE=:

B All management and staff must be thoroughly trained and rehearsed in threat procedures so that
should a sudden terrorist threat occur the hotel can act quickly to minimise the threat. & #1JZ
AL NZ A REBRRE FP 5 R ZEAC A OGP B, S SR H BB iS5 gl T DU R Al
S L B SE
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TERRORIST THREAT RESPONSE LEVELS 2L 225 i) [z N 25 2%

o SO Z(w L 103 )
o WML, O 5105 W)
o LY. —FHRmERMW SN 107 i)

OVERVIEW K&

This Guidance Note describes how to determine a terrorist threat response level. A48 FEVE TR H T

IVASES TSR AVE. 278
There are three levels of threat response: F& 77 =i g WS¢ 2 :

B GREEN: operational base level (W see Threat Level Green on page 103) 562 : —5%& (w ©
DLEE 103 1)

B AMBER: medium level (W see Threat Level Amber on page 105) 3552 : % (w ZILE
105 70)

B RED: high level (W see Threat Level Red on page 107) 415 . —FHmER (w SIEH
107 )

The following factors influence the threat level that an individual hotel may face: %1795 [K LA T R &,
U S r] BEA P AN A -

B Brand: 5-star hotels will face a higher level of threat by virtue of their profile gaj#: ZFAHH
PN HE SN

B Location: Hotels face a higher level of terrorist threat if they are located within countries rated
AMBER and RED on the Travel Risk Register and / or in a capital city #thik: 40 58 )5 A7 5t
21 €0 B 00 R M 5 20 2 b B A R AT s 3 TR B £ R SR ey T

B Clientele: Hotels face a higher level of terrorist threat if their clientele regularly includes aircrew,
western government officials, high profile guests, and contractors working in countries rated

AMBER and RED on the Travel Risk Register JBIZ: U155 H X HETEAR, Ol
WU, AR A4 DA AR 6 vy XSG 22 iy AR (R AR DR A I, 30 5 T i B v ) 8% 2 3
Al e

B Specific intelligence: Hotels must declare a RED Plus rating if a specific intelligence report is
received of a threat made directly against a named property or adjacent property BEYITEH: WL
B2 BT RIS R WIS BAR H AR sl )5 BT A ARR FL 2 B8 28 diitf , B E
bR AL T I S B 55 2
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ASSESSING THE HOTEL’S THREAT LEVEL P& E & 2 BUh&E %

Assess the hotel’s terrorism threat level using the Terrorist Threat Risk Assessment form. Because this level
can change according to circumstances, the assessment must be carried out regularly, say once a month,
and also in preparation for any imminent special event, such as the arrival of a head of state or other

VIP. In your review, ensure you pay attention to: F] {81 F ZE 4 a4/ XU Sz 1715 2SR VTR TS 5 THT 1 £ 2%
Wi B S . OS] REREE A1 A AL e, FT DL AP PPA e W kAT, teln—H —
Ko BUERES RN, HnE KT AHARE) VIP 2 NBIARS, b fEd, #fRER
EZVALE

| Public areas A3 [X

B Rest rooms JETF-[A]

B Banqueting areas 23 [X

B Car parks (£

B Forecourt access IE[ A 4b
B DPostal deliveries HIS{f& i Ak

| Business levels i 25152
[ | Business mix [8 5515 8] X

B VIPs i€

I FN

Follow up the risk assessment using the Terrorist Threat Self Inspection Checklist to ensure that all relevant

actions can be taken. TEREAT KU PEA Ji5 A8 FH 244 20+ @i R 25 3% H A2 75 R HL 7 A e U
5 it o

" See the Terrorist Threat Risk Assessment and the Terrorist Threat Self-Inspection Checklist in the Appendix:

Support Documentation SR 3 FF A B sl XUz BT AN B e o) 1 226

PREPARING FOR POSSIBLE TELEPHONE THREATS N1 88 K 15 B M &

Ensure that the zelephone threat tick sheets (for telephoned bomb threats, food contamination threats, and
kidnap and ransom threats) have the relevant contact information recorded on them and that telephone

operators have ready access to a copy of each tick sheet in case they receive a threat phone call. T & /£
I e 17 T 2 (A PR A S, RS T A B R ARR 21 R ) b 2055 R SRR AR
FR, RS 2 BB B R el AT DA X SR A D%

Operators need to be trained at least every six months to ensure they understand how to use the tick

sheets to record information about the caller. BTN T3 B /04E 6 A~ H BN 1Z 45 52 55 ) AR AR FniE
BRI RLERE R
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W See the Telephoned Bomb Threat Tick Sheet, Food Contamination Threat Tick Sheet and Kidnap and Ransom
Threat Tick Sheet in the Appendix: Support Documentation Z W [ % : 3 #F AW H iZAEH /), 7

P75 RSB e TR 35 BIE 2 S 1 25 7
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THREAT LEVEL GREEN %% 2 B i 25 2%

OVERVIEW ##

Threat Level Green is the operational base level of terrorist response. This Guidance Note describes the
procedures and measures that must be standard practice for Threat Level Green in all hotels. S U

LRI N M Gy TR ISR A SR G . AT P EB WA RO SR 1 bR (20 RN
T

Wiritten procedures must be in place for all the following: 15 T FEF A2 FE 0 R -
B Terrorist threat or activities ¢ & il Bl R4 35 5

u Telephone bomb threats FEL 1387 5 R

B Suspect packages 1] %E L3

B Emergency evacuations and hotel search plans. (In some countries hotel staff will carry out initial

searches) 88 LB HICFIIY J 48 28 13l (FF 46 [ K00 ) R T A ST W) P R)
Operational threat response measures AR T AT 1] S B 1454 7715

B Establishing recorded patrols to cover building perimeters, exterior public areas, forecourt parking,
and additional car park areas. The General Manager must ensure any suspect activities or findings

are addressed immediately FEIB ) J& 3, KRHEAMERIXIR, BT 145 4240 DA K A 4237 5 IR
W N 1o B2 BN ZBURA DR BT R S8 1 B BRI PT BE) R S 2015 B 2 B AL E
B Establishing and maintaining effective liaison with other local hotels, the police, intelligence

agencies, and foreign embassies with a view to exchanging information FEAT IR 4E RS A 2 3
WG, AZETT, TERERT TSN EAELE A RBORkEs,  DUEACHE B

@ Note: &

All hotel management and specifically identified members of staff must be trained and rehearsed in
responding to these situations. AT 185 & FH E M 71 53 T 042 52 55 )1 S s 2 LA RO K A2 1) 1
UL

TECHNICAL EQUIPMENT A&

Technical equipment and security systems must be in place and routinely tested to ensure optimum
effectiveness. These include: B} & 2 AR I RGN RN,  FFE 5 AT MK DA LRIE S A48
&k% ° @JTE :

B Closed circuit television (CCTV) systems and recording equipment [ i #5 RA A K K &
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Perimeter and high risk area lighting ¥4 J5 & 121 FH v PRI [X 355 () L BH
Perimeter access control systems J& 1N H 3%l R4

Perimeter intruder alarms Al IR RE RS

Vehicle search equipment 22 T. L F R4

Portable hand held bomb / metal detectors FHEXETH /4> @ PRI 2%
Letter bomb detectors & 14 3 ER I 75

Walk through (archway style) metal detectors JHTH (4t 24 4 J& PRI 2%
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THREAT LEVEL AMBER % £& B i 2 2%

OVERVIEW ##

Threat Level Amber is the medium level of operational terrorist response. This Guidance Note describes
the procedures that must be standard practice for Threat Level Amber in all hotels. Hotels must
implement the Threat Level Green written procedures (W see Threat Level Green on page 103), and also

ensure the following Level Amber procedures are implemented: HESRETHEREM. KigSH%
VAT ISR B 1 3 S GBI bR D BRARAE T3, T D SR AH S ) 2
Pl 2 TR TR e R BEAT RIS (B 2R 103 TUARE 4 3520, TRV BRATE SR BT 271 85 €8 56 20 475 7t «

Increase staff awareness concerning unattended baggage, insecure doors, suspicious deliveries and
suspicious activities fem T ANREREZE, WEBRINL, RISEHEER & LA AT 5E

Encourage staff to report suspicious incidents and ensure those incidents are recorded. Sl T

SR AT S R R AL R AR
Remind guests not to leave baggage unattended. FEHER N7 1L B FE TN EE

Undertake specific CRT training for search procedures and rehearse these plans. i =t e
T ELAR I S fa N LN SN H B5 )1 FF 4775 >

Review internal and external evacuation plans and brief staff on the location of secondary
evacuation points. T R AN 9150 4 B2 e 1 A B I BN = =N O VA=
Check emergency evacuation equipment (that is, ERT vests, snap stick lighting and foil blankets).

R A S SR B & L, TR AR KE)

Review the emergency contact list. This list must include the following telephone numbers: 24l

RSWARA T, NAZEAE T IG5

0 Home and mobile telephone numbers for the hotels Emergency Response Team (ERT) 1
JE SR SN 03 (BRT) I T B R ATE S 5 6

0 Senior management /= & /=5 i

0 Local police 24275 544

0 Corporate Crisis Line faHl %&£k

W See also Emergency hotel contact numbers in the Appendix: Support Documentation 2 WAL ff-F: X #F

AP R SRR G

Ensure that emergency communications, mobile telephones, and two-way radios are in good

working order. iR B TR R THE, FAHLLLL B YHLAL T~ R 4IRS
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Complete the Major Incident Hotel Profile to assist emergency services. Place this document in a
secure location and at the evacuation point. 56 I i 32 ZEFH T4 DAV I SRR 1. ¥
HAF A 2 A I s AR AR

W See Major Incident Hotel Profile in the Appendix: Support Documentation 2 W 7 3 FF X AFHHY
BN FBFEHRT

Increase security attention to all mechanical, electrical, telephone, and computer areas. A 1

HUBRDC IR, g X3, P DA P IX 80D AR )3
Ensure the integrity of the hotel’s computer back-up systems. fifi 1P /i HL i 5 40 & 10 (g 4>
Review contingency plans with all senior managers. 1T =5 2 & FE 118 5K SHAF RO

Review the use of contractors and ensure that the use of visitor passes is strictly enforced. T2 K
CRATHIREIT, B DR D7 AR IR ™ K AT

Review visitor and staff car parking, i 2 52 Al 1 T 45 221500

Ensure that all staff know which members of management have emergency responsibilities and

the authority to evacuate the hotel. Al ) FT A 1 T3 0138 W L8 P 5l A 17 93 Rr B R S5
(RRDE BN E SR YRR 9 Vi1 §
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THREAT LEVEL RED ZL & R i 2 2%

OVERVIEW ##

Threat Level Red is the high level of terrorist response. This Guidance Note describes the procedures
that must be standard practice for response level Red in all hotels. Hotels must implement the Threat
Level Green written procedures (W see Threat Level Green on page 103) and the additional Threat Level
Amber procedures (W see Threat Level Amber on page 105), and also ensure the following Level Red
procedures are implemented: £ (03540 & it i UM S5 . A HE AR UL 9 BT A7 (R S 4 H T A
(RI2D BRANERAE 7 ik, 0 6 ZBURR s A L ) 5 TR P SR EAT BLXT 2 (55 20 (2 W36 103 T 4R 02
BFER AR OSEG (S 105 WA CEF2), TR GRIERICT 71 21 0055 244 it -

Undertake patrols of back of house areas and the hotel perimeter every two hours, with particular
attention to fire escapes, car parks, forecourt, and the main entrance. POV =R I VS BUES AN
I BEAT — 83, ORI, 124, TR L& 3 EEN DO DURF I

Remove all litter bins from public areas, toilets, and outside the hotel. X, HEFEEATA
B2 3% (R PRI )5 b

Secure toilets in banqueting and function areas and all maids’ store areas on guest floors when they
are not in use. 7570 N\ 5 F I Aor 25 28 2 X el T 18] DA K% 2 (R gt 1) O I 22 4

Maintain high levels of housekeeping throughout the hotel. fRUE 4P )5 & bntE 1 25 55 ik 55

Review all post at the nearest point of delivery before it proceeds into the hotel, giving extra
vigilance to the checking of goods being delivered to the hotel £EHBAF2E AP JE AT Je 7E T
MR EAT AL A, Xt St N (1 WS 20 i B 22 5 R A A M) v € AL

Reinforce to all staff (possibly through a full staff meeting) the hotel’s emergency procedures,
highlighting the location of any secondary evacuation points. 34 58P & &1 T fEAL = IR (T ik
T — IR R T RERTTR), TS AUR A B

Ensure the following two guest occupancy lists are called each day at midnight, 08.00 hours and
16.00 hours: BHRIEFRL, F- b 8 RN 4 5, B LU N PIME 2 N4 5

0 List A by guestroom number %% 55 ‘5 344 H A

[ List B by guest name & NP4 % 5. B

Ensure that all plant room areas are kept locked at all times. ffi {f BT A #52% 6 FE #— H._- i
Control access to the hotel by staff. F 71 T3 578 5 A

Provide security tag panels that allow access to services or ducts. $E % 4= 1@ AT UE AE fo i 4k
TR 55 BCHE N

Control access to guest, visitor, and staff car parks and carry out recorded spot checks on parked

vehicles. #HIE N, A LHAEEN O FFHX FHEHEERL KRR
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B Confirm with the local police that they are aware of the increased security status at the hotel and
consult them about precautionary measures to be taken outside the hotel. [F]2 77 F-ff 12 1 )5 A
T 98 0 1) 2 A 6 SR TP AT 28T AT R B SR R TS £

B Ensure that the hotel has contact details of contract security companies. Control the use of

contract security staff using the following measures: ifi R0 )5 A & % A\ B 7 5, @it
AT ORI PR m] N Gy A

00 Draw up a job description highlighting the duties of contract security staff 57 TAEH
iR, R U BT

0 Vet contract security staff strictly, with the help of the local police where applicable ™% &
B, L ERI ] A T 3R P )

@ Note: & :

B Those hotels that face Threat Level Red must consider on an individual basis whether or not to
instigate the use of walk through and / or hand held metal detectors positioned at all hotel / office
access points. These units must be operated by identifiable security officers, working in accordance

with guest and visitor search procedures. [f It —Z% G AL 5 7] LAZE 8 /e 7RI IE, 55 A
1S A P 2 TR IR N AR 4% o X LA e 2% b DR 22 B 11 0 o AR 52 45 5 e ak
R

THREAT LEVEL RED PLUS }84 & B 4%

The Chief Executive AP or the hotel’s Chief Operating Officer will make any decision to implement
Threat Level Red Plus. AP Risk Management, Corporate will advise hotels of the action to be taken. V.
R DX AT B I B 632 5 B AT DO 21 60 55 B 1R R Fe AT A A e MR X RV
B PRt BARZEHAT AT B L
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TELECOMMUNICATIONS FAILURE 1812 i &

OVERVIEW 1§

This Guidance Note describes what to do if there is a telecommunications failure in the hotel. The
priorities in this situation are to: @1 F N HIL 1 I8AE MR A TR 7k IpiE. BN 2
B Re-establish communication links 215 k1 4%

B Repair the fault (if within hotel premises) 15 Ak (T 1 PA 305 g )

B Minimise the impact to the guest /& & FRAK LS 2 N H5 K (52

PROCEDURE #fF

1. Provide emergency communications via neighbours, mobile phones or radios. I FHLEO
BT B 25 BATH

2. Seek repair assistance (if fault within hotel premises). = RA&E BB QB 5 P95 A HUE)
3. Inform the Director of Operations of the problem. i &1z 5 & i

4. Inform guests and new arrivals of the nature of the problem. M %I{E )5 & A FUHT N JE & N KA )
R
5. Increase guest contact by ensuring that Management and Heads of Departments are visible and
available. 4 J 585 % NBEZR, B ORI & BER AT 50119 DTN AE 37 Dl i Ak 2
6. Use independent telephone lines, where available. WITT BE, {50 FH A7 (1 28 1%

7. If serious inconvenience is incurred or there are financial implications, contact AP Risk

Management, Corporate. QSR B E AR RE R IS AR, BRI OR XX R

8. If the failure has lasted more than 12 hours, complete an Incident Report and fax it to: 415 #ifE Fr 4L
I TRLEEE 12 /N, 58 BRE R A
0 The Director of Operations (DOO) 18 & i (DOO)
O AP Risk Management, Corporate PR [X RS A 2
W See the Incident Report in the Appendix: Support Documentation 2 WA Mfg: 3 #F XA 0 FH IR 27
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THEFT OF GUEST PROPERTY 14 3 i & 4

OVERVIEW ##

This Guidance Note describes what to do if theft of guest property has been alleged in the hotel. The

priorities in this situation are to: W1 FIN A B E A ARG K T W VIAT W 1R, E M

{[EGOE N

B Offer assistance and minimise guest inconvenience I B 3R R 2B E A

B Call police if requested to do so U1 75 BT LT HL 1

B Carry out an investigation and fully document F&FF1H) 25 5 i — > 4= THI IR

B Not to admit legal liability Z7J A&\ - 54T

PROCEDURE #&f¢

1. Inform the General Manager / Security Manager. 18 K12 &2 B / (R 223 45

2. Visit the guest’s room or scene of the theft where requested. R4 25 N 23R #5255 s 5L ist R I
87
® Note: Security or management should go to the guest’s room only when accompanied by the
guest. VERL: RATER NG RSN N E B ZMIRZ A Be £ B8 55

3. Ensure minimal disruption to the room. {fiE/S B A IR R 53 BUIR

4. Record all details carefully, noting lost items. Ffi {f JCI# I 20 3% BT A A 9% 15 B

5. Call the police (if requested). $& 4T 75 H i (41 S % N ER)

6. Call CR24 on +44 (0) 207 942 9831, if theft is over $80,000. W15 AT US$80, 000 23T

CR24 +44 (0) 207 939 8831
7. Interview staff to see if they may be implicated or if anything suspicious was seen. [F] i T [A] £k %
B JE AT Bk AL

8.  Check all relevant electronic security operations (such as the door locking mechanisms). £ 2% T
R 22 30 B (L] B3 &)

9. Do not admit any legal liability. ZJ & INETEETE

10. Ensure all claims by the guest are submitted in writing. PRIEZ A BT A UE TR # L2 RAE R
11. After the incident, complete the Acident or Dangerous Occurrence Report and fax it to: H#UK A5G, 56

1% FH B F IR A R
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[ The Director of Operations (DOO) & iz &
[0 AP Risk Management, Corporate VK [X XU 2

0 CMGL or your local insurance company CMGL BLARATT 24 10 1 PR 24 =]
W See the Crime Report in the Appendix: Support Documentation 2 W Jff % : 3 #+F P JLFEIR 757
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WATER FAILURE OR CONTAMINATION 7K I it & 5 7K JE y5 Y

OVERVIEW ##

This Guidance Note describes what to do if water failure or contamination occurs in the hotel. The

priorities in this situation are to: TSRV )E I T KR O B KRS e AR TR T R,

SRR
| Protect life fR1F N 01 %4>

B Minimise guest inconvenience and adverse hospitality effect & 5 [RAK 45 % A i K I AMEFIA

A FE

B [f the contamination is serious, inform the Emergency Services and ensure they have a copy of the
Major Incident Hotel Profile W55 G4 /™ 5, 851 5 SRR IR 110 ORAGA 16 — 10 B
TEEH— X

PROCEDURE #&/7

1. Call CR24 on +44 (0) 207 942 9831. $£4] CR24 +44 (0) 207 939 8831

2. Inform the Director of Operations immediately. The Director of Operations will inform the Local

Health Authority, if necessary. S.EJIBHNEE B . WA 52 by P 0 2 3 T AR By 7 30

Provide medical assistance if required. @157 N EE3R N Y $E (L7 H Bl
Follow up the complaint. %3240 FEITF 25 NFEiF
Check all water storage vessels for contamination. KB A KR 28 KR B TE G

Check ice cubes for contamination. & £r JKIR A2 75 57 2| y5 YL

oo N u B~ SN}
—
»
©]
=
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o
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Advise guests not to use water in drinks or for personal use (for example, brushing teeth). The

hotel must provide pure bottled water for drinking. #13% N AR IR B H (LG an 5 4L 1)

IR o T ik N 24 4 R AR 249K

® Note: If tap water must be used, ensure it is boiled. yER : WIERAFAEH A KK, 7ok

2R

9. Ensure food is prepared with decontaminated water (that is, water sterilised with decontamination

tablets). Al DR {3 FH TR T 7K IR A8 B 0 ool 2 A3 T 3 ) R0 K )

10. Wash laundry in decontaminated water or send it out for washing in clean water. JE 4K 515 FH 1H 5

Ja BT 7K B R A IS 21 S
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11. If the problem continues, try to secure water from another source. U e AR R, WG
M AL 3R H K I

12. Advise guests as soon as possible that the water is back on. — B ) @S 2 i v, SRR N
13. Do not admit legal liability. ZJ AR INMET A FHAE

14.  If contamination is confined only to the hotel, consider the possibility of transferring guests to

another hotel. U1 7K i ALUAN BRI A, 285 RERs 2 N 1% 21 ELARE L v mT e

15.  After the incident, complete an Incident Report and fax it to: HHMUOK LS5, TR G IHEE
E:

O The Director of Operations (DOO) @%E‘%(DOO)
0 AP Risk Management, Corporate MV K [X fE HL #H

W See the Incident or Dangerous Occurrence Report in the Appendisc: Support Documentation Z W R T HF
AR A TE S K F IR 77
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4  SUPPORT DOCUMENTATION X 3 44

The Appendisc: Support Documentation contains examples of the following forms and checklists. All these
forms are available as separate Word files that you can open and fill in. #7F: ZHFXAHHES T T
Word XA FIRAS TG AR, AR

Contact list BE R 44 B4

Call Tree JH I
Emergency hotel contact numbers HEEEBER S

Crisis Communications documents fEH{E B8
Room Requirement Checklist REEER
Crisis planning documents fEHLACERTHEI

Major Incident Hotel Profile i 2 EFi i — ¥

Terrorist Threat Risk Assessment 24 B PFAt 2

Terrorist Threat Self-Inspection Checklist 24 &bl F £ 5%

Crisis Debrief Form fEHLIC %

Checklists and tick sheets JEH R R

Telephoned Bomb Threat Tick Sheet FL i XL il 16 7 7%

Food Contamination Threat Tick Sheet B 475 44 B IS 5 %
Kidnap and Ransom Threat Tick Sheet 2P 4RI 2 5 & g s £ 3%
Crisis and incident reports fENLFIHHHk &

Accident or Dangerous Occurrence Report F& {81 S [ 28 A& Ak 2
Allegation of Food Poisoning Report B47) HH & 7 B4Rk

Crime Report JLIEFR 2

Fire Incident Report K Kk #

Incident Report S il 7

Sudden Death Report RIRFET i
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CALL TREE B E

Key Telephone Numbers — Immediate Notification /& & S5 R 545 — SLEIE 4N

Landline H 1518 Rk

Mobile F-HL

[+ Landline Contact Number] [+3# B & 5]

[+ Landline Contact Number] [+3# B & 5]

[+ Landline Contact Number] [+3# {2 5 1]

[+ Landline Contact Number] [+3H {2 5 1]

[+ Landline Contact Number] [+I8 Ik R 5 1)

[+ Landline Contact Number] [+I8 Ik R 5 i)

Support Teams & =% YN

Team Leader BB\ AT A

Staff Member 1 A T 1

Staff Member 2 R T 2

[Mobile Number] [F-#1]

[Mobile Number] [F-#1]

Name 244 Contact Numbers Bk & HL i Name @44 Contact Numbers Bk & Hi i Name %44 Contact Numbers 5% & HL i%
Call Handling Centre [Name] [2E44] [Work Number] [BA7 FEL1E] [Name] [2:44] [Work Number| [B07 FE 1] [Name] [£:44) [Work Number] [BA7 1%
PRIY AR AL _ o
[Mobile Number] [F#1] [Mobile Number] [F-#1] [Mobile Number] [F-#1]
Media Support I T #e [Name] [#44] [Work Number] [FA7 1] [Name] [#44] [Work Number] [F07 FE 1] [Name] [#E44] [Work Number] [FA7 HL 1]
[Mobile Number] [F#1] [Mobile Number] [F#1] [Mobile Number] [F#/1]
HR Support A I B F [Name] [2:44] [Work Number] B0z FEL1E] [Name] [2E44] [Work Number| [BE07 FE 1] [Name] [££44) [Work Number] [BEA7 1%

[Mobile Number] [F-#1]
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Other Support A7 #
(specify) (FI%%)

[Name] [#:4]

[Work Number| [HL47 HL 1)

[Mobile Numbet] [F-#1]

[Name] [#:4]

[Work Number| [HL47 HEL 1)

[Mobile Numbet] [F-#1]

[Name] [Z:44]

[Work Number| [H47 1)
[Mobile Number] [F-#1]

Hotel Managers B & £ 3

Manager &3

Manager 3

Manager £

Manager 3

Name 44 Contact Numbers It & HL i

Name 244

Contact Numbers £ £ L1

Name 244

Contact Numbers Bt & Hi i

Name 244

Contact Numbers It & HL i

[Name] [:44] [Contact Number] [Bt R B 1]

[Name] [{:4]

[Contact Number] [t R HL 1]

[Name] [2:4]

[Contact Number] [ £ B 1]

[Name] [2:4]

[Contact Number] [t R B 1]
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CRISIS COMMUNICATIONS fEH{E B VaiE

Crises attract considerable media interest and scrutiny. The public will form an impression of the crisis from the way media enquiries are handled. Badly handled,
the media can damage the reputation of the company far more than the crisis itself. Therefore, it is vital that all media enquiries are handled efficiently and in a

timely manner. JEHLFAFAEF RG] 2 AR AIRLEL o DRI AFRATT A e Ak BRI AR 3 1) T 3 2 Aol A AR Jlotes 1 264 (K A TR B Xt I o T s £ 141 (1 Y
%, WMRSCEAL, BARRIRS BN FERA S E ] B F MG R R . I, P G ) #2545 21 S I A R AL B e 28 o0 L
7.

Crisis Communications Principles f&H1{2 B 938 i 5

Handling a crisis requires common sense at lightning speed. The first principle is to respond quickly, not letting politics get in the way of doing what is right for
those affected. The CRT should operate under the premise that if it is doing what is right for the "victims", it is doing what is right for the company and its

reputation. AMEE— RSG5 ZOCIE A S BIIN_EAPT BRI R o 25— TRt/ 2 S RO, ANEL RN AR EEAS 2 B B IR SR R 32 .
{55 CRT (ALBERTIR AL/ 23k “ 2 FEH” , EFrRmEE)E 42

Always consider the following key messages in any communications: 7EAE ({5 57418 H 7k 2 f& K 51 <85 B

e Safety of staff and consumers RAE G LA N %24
e Security of our assets PR3P )5 55 7=
e Protocol of action %l %€ 11 XI4T5)

114
The largest FREE resource tool for Young hoteliers and seasoned professionals

© 2015 INNARCHIVE.COM



CODE: 11.04.001
QA - HEALTH & SAFETY EDITION: 4
Incident & Crisis Management ’
PAGE 1150F 128

The CRT will operate under the following principles: CRT Z/INHAE T F1 Ji U] T b3 £ A1 254«

The health and safety of our consumers, the public and our employees come first. We will offer help immediately
and communicate it showing sincere concern for those affected and a desire to help in any way possible. N\, AAx
AR TR Fe A 22 AR B A7, A ) S b 32 52 (N 5 v S 4 ) S B g B e S o B, I a4 AT 1B BA
RAVIIR M

Response must be rapid. We will acknowledge the situation to all audiences, including the media, quickly.
The perfect solution debated for two weeks is a disaster. We will be judged on how we handle the crisis
during the first critical minutes and hours. S 825 ZiHRGE . A2 B[] GLIE AR TE N I BTG 8 AR 2 AT 5508 IR
Blo RARTCEEMITHRIFFLET ISP G g RAME o FRATTL6 ZUHE 55 — I [0 b B A LA L e B

We will strive for a balance between the response needs and legal concerns of the company,
remembering that the health and safety of our consumers, the public and our employees come first. FA/]

K55 4 AR SR A | (R RO Z AR R AT, RGN, A AR 52 LA Mg R AN 22 2Kk m HEE E L

We will always tell the truth, and we will not make up answers in the absence of fact, under the pressure of
questioning. FATRACGE AL, AMAEGR/DRHLBHERIELT, SMFERKE D T RETRS

We will notify key stakeholders of the situation and our actions (personally, not through the media). FeAl 14> %1%
B R A R S IR R AT 3 (3R R i il A ')

We will conduct the first press briefing as soon as is practicably possible and provide media updates on a regular
basis. —E., AT REV) S AT AT HLHEAT e T T ) ] 4 - 5 BIIR (A o 15 B

Crisis communication starts with top management; therefore, wherever possible, we will provide access to company
leaders and specialists. fEHLE BB ERET &SEE, Wik, HERERANIS KI5 A TSNS ML Rt
i
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Media Enquiry Guidelines #4415 #8 S 541
In the event of an enquiry by the media related to an event or incident, the following action must be taken: PUEPSS:) e =2 C VI E A/ S NS 4 Y (Tl s

AT

The General Manager must be advised immediately. =28 B A0 ST BRI 45 01

The General Manager or his delegate will contact all relevant personnel to clarify issues relating to the enquiry. S ZeBEE H AR EARE M 5T AN BEMH
HZ AN 51 DASF 75 3 S HA

Only the General Manager or a duly nominated (and prepared) spokesperson may speak directly with the media. R A S & HIE € IGFCH RSN
VR ENA REEZ S EARREATINE

Journalists should be asked to provide advance notice of questions, if appropriate. E 3R 103 f 4 Ge 06 TG HR A AT 75 22 17 Mg 1Y) i) il

An appropriate statement, preferably written, should be prepared before addressing the media. — 1 58 % 1& X4 %) 75 BH N1 7E 156 A2 SR 2 11 56 A 1E &5 4F
All statements issued must be succinct, factual and delivered without personal opinion. BT 7 Bl ZRFEH T, &M, ELHFZEATMIATUE
W

Dealing with the Media &b BERIEAA L £

First Principles E—E

Demonstrate a willingness to communicate Z12 H F& & A2 I 1 = R

Remember there is no such thing as an ‘off the record” comment LA RER FAF KR “IEIER” ITFR

Provide a consistent message HEfHt— 0% H 115 5

Present the company as an authoritative source of information 2 FIHARLE FI N F 7715 B RIE

Demonstrate compassion and concern for the affected persons, public, circumstances, etc. KT A rh sz B0 BN SR A EE R o H R R A oe BR
Designate a sole media spokesperson i & — 7 A& K 5 A

Be proactive, and FAMK EZl, F
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e Under no circumstances speculate or fabricate an answer — take the time to research a correct and Veriﬁable answer. Do not be afraid of admitting to not
having an answer immediately available. 75 1& WA £ ANHE I B3 i 32 - T 10 I TR R RL 12 3R B IEMZF 58, — I 2 [A) JEiR 7.2 ) 25 ) AN EER A X
5K 1A

Establishing Credibility & 3. [ {5 &

e Hotel must seek to establish itself as confident and caring. Three issues should be addressed in the initial media releases:£& A 200 B 7~ Y B2 Al B AL A
RIS, 1 fe ) AR )2 b % B DL = s

1. Address the emotion of the crisis. Emotional issues can distort the way a crisis is reported and can distract from the facts. However, hotel must

address the emotional issues and acknowledge their importance. Al 7€ P XS A (R EAG B, 40 RALFRASG 24 7] fie 3 SR L it =5 S EAH
WIFRIE, FirLA, SR 10 J5URF 2 B S5 PF 1) SRy 22 R o o L A 2k
2. Share the concerns of those involved — express concern and try to allay concerns. 73 0 F 52 721 35 1V RS -2 AN Al A TR FEAE

3. Demonstrate a commitment to resolve the issue — show commitment to protecting individuals, the community and the environment. 1A tH 5 T

iR I L S AR L — b B M, RS TR S

Maintaining Control fRFEXT S F132 41

Hotel must seek to maintain control of the situation by:5& [A] s A0 izt T F1l 4 it R - =R 0 S 45 i 4l «

e Limiting responses to immediate issues (avoid historical or peripheral issues) PR T % 58 2 S 1 s 87 (it F A= 1k 77 s S AH O A1)

e Never try to hide the gravity of the situation A B & A= IR0 1 7™ B P

e If you are unsure of an answer, say so and advise that you will get back to them USRI EAWIE, Fiffic /s HER

e Double-check information presented is factual 2 5 25 LA IR & AT 15 5 R HERf 4

e Do not try to apportion blame or responsibility upon others 7] 57 BRAEEI TT4E T-fb A

e Ensure the spokesperson has adequate knowledge on the crisis, the company and related issues to handle broad-ranging questions i & & & NA 2B 11
BEJT NI SEHLVAE, 5 SR A RASCHAEtA —E [) 1 R LARLXT 25 Ff [ it

e Carefully consider any information that is to be concealed from the media and the reaction if this becomes known, and T4 1H 5 F& 41 5T LR [5G g (1) 78
BN Z T ARMIEE N,
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e Keep alog (Media Call Sheet — Form 1) of all contacts with the media (tape or record interviews). f B FHBEAARHE fil i BT 40 3% (2 WL 638 1 — AR
A, RAFE M RALRMER)

General Rules 5 ﬁi)?\ my

e Never give an ‘off-the-record’ comment 7)K% “JEIEI” HITFR

e Never provide a comment that cannot be verified 7 & & A REUESE V1L

e Never provide a personal opinion ZJ &AL~ A 5,

e Never be pressured into providing a comment in order to meet someone else’s deadline 7] 52 & T4t N\ A3 /& o EL R T & RAT AT VF 12

e If you commit to returning a call, meet your commitment 415 M AHEHEE5(5 S, 555 E)

- Provide short succinct comments & & #1773 1 FI1PE1E

- Be friendly, and #5 % & 3, Al

- Never offer “No Comment” as a response. ZJ | “Tei] 28557 A& Xt [ @ 1) [H] ¢

e Never attempt to answer an enquiry without taking time to consider or research the answer. ZJ £k Z 25 B I [B1 25 15 T2 T 58 5 (0] B 247 ] 161

Media Call Sheets ZERHIE LSRR
Media Call Sheets (1) should to be maintained in order to ensure: TRAF-BEAR IG5 K 1 FH LU {R

e All inquiries are followed-up BT ¥ [ #R15 2| | 23 ik
e An appropriate response is provided, and FIT A [FI15(5 B #4524, A
e A consistent response is provided. [FI15{5 B 1% T —3K

Handling Initial Inquities NAT B4 R 4R i
Initial media inquiries can be handled using the following generic statement: 7] F '~ %1 % J& F-3% [ NAS AR S 4] 1) 442 i) -
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ank you for your enquiry. In order to assist with your enqui need to get some initial information from you. is is to ensure that the ri erson gets bac
“Thank you for y quiry. In order t t with y quity, I need to get tial infa tion from you. This is t that the right p gets back

to you as soon as possible.” “JEUEAIIIT . 9 7 BRI, P EL R A TR —LeWP 45 B LA ORAH OGN 53 RENS LRSS H I ) S 45t

g
I 0

Checklist for Media Spokesperson $E44& & 5 AN JA]

0 Know your story and know the facts. T B S 113 2 S F 5L HAH

O Do not: 7]
O Speculate FE]
O accept, or ZI\, B
0 deny responsibility. 5\ F{E

0 Do not give your own opinions or respond emotionally. ZJ4K N NJEAE K FKN N E I

0 Focus on three key points. Continually bring media questions back around to your three key points. FeYE = AN B i,  BEVELEBAAR 1 B 2 in] &6 Fl
SR = AT

0 Explain the steps that are being undertaken to deal with the zncident. fEERE B R K HUN X RS A F 45 it

0 Confirm the existence of company Zncident management procedures that have been prepared and designed to handle such situations. BixEH A & S H

EEREFE, AL E SRR

O Stress company’s concern for the public's well-being and give examples of steps taken that illustrate our concern. FR YA 5 0T 2 AF 25 1 GO Z K
A i it
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Remember questions that you cannot answer immediately should not be answered. Respond with... "I do not have the answer to that but, if I can get your nanze,
1 will find out the answer and get back to yon.” EILZ) I ETGIESLHI R A ). F R AEA] R “ 23R EAEF R AR GRS FaFrE, R
SHORIEAT B B B S 5t

Never lie to the media and remember, there is no such thing as an "off the record” comment. WAL AR AT BT, I RA KR “FEIER” HIPF
i

Remember not to repeat negatives. Do not use words like "ctisis.” Instead, refer to the "situation" ot "incident.”’ ELRAEZMEHBERAILL, AME
M “fafl” —Re0eE, B RO 8 “F47 RF

Remember to: 1#£1C :
0 Stay calm {RIFERE
O Work to contain the situation, and 2% JJFEHPIRIL, 1
0 Show concern for the public's well-being, FRIEX] A At I F3E

View the media as an ally rather than an adversary. Used effectively, they are a valuable conduit to the public. MM AR K Z T3 F, WHFIHAEY,
ABATT AR AR AN 22 ARSI (1 SRE

Before the Interview 108 ViR Bl

If you are being interviewed as an employee of the company you are representing the company.

Be aware that topical issues affecting the cigarette industry may “spill over” into your interview. & 1R 2 JMHEAT b2 B 5 n] B0 0] BELEAR AV IR
B

Assemble the facts and prepare the key messages you want to get across. WEEFSL, 1EA LA H M FEEE R

Know you audience (who in the community are you trying to reach?) | f#WT Ak (15 8 FEALLFHSXT R ? )
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During the Interview &8 Vi TR

Nothing is “off the record”. J& “JEIER" HIfE &

Never say “no comment”. If you don’t know the answer or can’t answer, say so. RANUL “WHIFR” o WIREAERIARIES, ERAERZ.
Always assume that every camera and microphone is “live”. 7K 241 BT (1 RE AL 22 50 A AE TAEIRZES

Decide your messages beforehand and stick to them. S5 B ¥ 24 1 AH A5 JEFF IR FRIX HE 1375

Put your three main points up front in the interview. [A) BEAR A A — K ICHE 15

Answer in concise, positive statements of 30 words or less. R 25 ) R il 1, 3078307 LA N IR PE R

Use simple language. Avoid company or industry jargon. F L o s rE S, B T RS ARE

Ignore the camera or microphone and talk directly to the interviewer. (If you don’t want direct eye contact, focus on a point around his/her head. Don’t
look into the camera). ZMEREAANLEZE 50 X, EHANIRVTE X G RAEA EHEK HOEM, ShEE A TIRFHR LS A BEL, 278
FLHEAHHL)

Stay composed. Never become aggressive even if the reporter does. TRIEFMAEANIE,  PLAFEIN ki nitiaE N s RIS B2 7] 3ttt

Answer one question at a time. Answer multi-part questions in the order you feel most comfortable. — /A [RIZF—AN ] @, XFF— A ] @l B 1y 2 A~
P8 3 I 2 G MR P A

Don’t speculate. Don’t answer “what if” questions. ZJHEMl, Z71[A1%ZF “4nx, Ji—" 2z [a)#

Keep your answers within your sphere of experience iRy BB RAEH ORI T FE LA

Don’t repeat negative or emotional words. 7 B & B 57 A AN N Idkds - (1) 10

Remember most reporters really want to know the wha, what, when, why and how of your story. EEIC ZEICE WARRIE i, 11K H, 10, 14K
FIF94 id

After the Interview iCE ViiRJG

Inform CRT of the results of your interview. [FJCRT (5 N AZ/NH) IR VIR S H
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Key Stakeholders X EF|25 75

The following indicative list identifies likely audiences for statements. Crisis specific stakeholders should be identified during the eatliest stages of the crisis. They
should be considered in any communications strategy developed to manage a crisis: | 1| A% 51 i 7] GEEL [ X 2 WARFIT Ak o BAE SEHL I -F- BAHH 2 5 fa il
A RIIF T3 o AT AE TR B SR AR A I A5 18, DA B fE AL

Stakeholders F| 28 5
Internal PN & AR Media 44

e TFull ime employees ARG T Television HL#L
e Part time employees FEHA 71 T. Radio i & #1
e Contractors KA Newsprint AL

Magazines &

Internet K455 M

Newswires T [H ik 1&
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FORM 1 - MEDIA LOG SHEET &A% 1- A Hi5 10 R R

A form to be used to log media inquiries to ensure an appropriate media response. H K ik sk BEAA 5 ] DA OR 2 {1 =4 ) [m] 15t 2 e

Name: ﬁz :

Media Organisation: BT REEAHIA:

Tel No: HiESHE:

Fax No: K 515:

Date and time of call: %‘VJ‘E mﬂ‘j’m

Deadline date and time: E%ﬂfﬁ‘ ﬁm

Nature of request: BERZAL:

Radio/TV Only: (Please Circle) FRiEI &N / B¥: GFITE)
News 7 |5 - Programme AL Ao - Current Affairs IFf 5% - Talkback [F| &
Live 1% - Pre-recorded il 4G5l - Other HAth. ...
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Notes/comments on interview: I‘jﬂﬁﬁzi@ :

Media Coverage Obtained: JAAE W :
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RESPONSE ROOM REQUIREMENTS WAZ TAEE 2 B3R
Configuration Bt & Checked Ky 45 1

Adequate workspace for the anticipated membership of the CRT A 24N i CRT /INH N 51 (1) /2 1% 7% [H]

Secured against unauthorised access PR IE R 2% A 52 JGiEEA

Keys are held by Administration Coordinator £H &6 AT B 51 48

Unable to be viewed from an external vantage point (large windows, etc) MAMTCIEM LRI NFRIF M (FLandok
& 1 55)

Well-lit, quiet and conducive to work R B R iF, MEE L, & T TAE

Able to be accessed after normal working hours ¥ 5 n] FE {8

Have a separate quiet area or “break-out” rooms for individual work or private consultations £ 5L 2 & [ [X 35 5%,

“REFIR” By lE) DA Sk AR B ) 5 3

Internal Fittings P4 &5

Table and chairs 5}

Whiteboard /s & markers 15 5 Fflic 52
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Flip-charts (butcher’s paper) i 2l 1C 55 4%

Projector screen AL i 4t

TV, video recorder and radio (to monitor media broadcasts) & tapes FLARHL, FAGHUFINH ML (I EEAR T #;) Fi
i

Safe or lockable security container {a[ A B AT 81 22 56 1

Communications @12 T E

Access to at least 3 external telephone lines: Z2/0 3 25/ HL i

. 1 dedicated to out-going calls 1254k &2k
. 1 dedicated for in-coming calls. 154U & £k
o 1 dedicated fax line: 155fE L4k

Two dedicated (and isolated) mobile phones P A7 1 & F FHL

Speaker-phone facility for conference calls 45 75 DAk 2 13 75 2
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Internal switchboard access BLIE ML N 2k

Recording device (for incoming and outgoing calls) & tapes! & 15 & (BRI LT H1H) Al &

IT Support IT 32§

Intranet and/or Internet access PN P X 2% A1/ 5k B 5k /Y

PC and printer facility FLIGFIF] E[IAL

Emergency technical support % 2 RS FE

Projector B

Activate dedicated email address: & F A R M- H 1k .

Website (possibly a blank site, used specifically for crisis communications) M3 (BRI EER&Z AWML, L ABHIUE
JETRIE M )

Documentation 3 44

Current copies of all related documentation, regulatory documentation and company procedures FT A AH < S 145
DU, A T ] AP R B AR R

! With the advice of Legal Counsel 1] # 1
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Prepared log books #E £ 1 [ 40 A

Notebooks, paper, pens & pencils ZEicA, 4%, EMHE

Telephone books (internal & external) HL 155 {# (P4 HF1 M)

Auxiliary Requirements to be considered Hfth 7% 2% 5 i) 48 B ¥ i

Coffee & Tea facilities MIINMEFNAS 1) 14 Jith

Meal area TR E [X 15,

Sleeping area ML [X.

Shower facilities kI A i
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