BRIEF DESCRIPTION OF THE PROJECT:
As hotel concierges, key in luxury hotels, we
would like to provide some insight into Spain´s
situation in the Covid-19 scenario.
This document contains some information about
new business regulations, sanitary measures as
well as actions taken about the promotion of
Spain as a tourism destination, the fifth world’s
tourist destination.
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THE TEAM

Mauro Torres, Team Leader. Head Concierge at
Gran Hotel Central Barcelona.

Edurne Mayoz. Head Concierge at Hotel María
Cristina, San Sebastián and Member of the National
Board. She points out the main sanitary measures
set by the Spanish authorities in an attept to adapt
the hospitality industry into the COVID-19 era.

Zoubida Santissi, Concierge Supervisor at Hotel
Mandarin Oriental Ritz Madrid. Treasurer of
Madrid Section and Member of the National Board.
She highlights how important a concierge´s role is
in the COVID-19 situation.

Gabriel Borrego. Concierge at Mandarin Oriental
Barcelona. He makes a conclusion of all the points
develped by the other team members. Member of
the Catalonian Section

Oscar Moreno. Head Concierge at Hotel & Suites
Alábriga. Member of the Catalonian Section and
Leader in Girona region. He explains the main
actions carried out by the public institutions to
promote Spain as a tourism destination during the
COVID-19 situation.
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MESSAGE OF THE PRESIDENT

The document we present below has been
made

to

respond

Association,

Union

the

request

of

Internationale

our
des

Concierges d´Hôtels - “Les Clefs d’Or”.
Our goal is to make a small summary of
regulations and official documents published by
national and international institutions. This
serves as a guideline to professional Hotel
Concierges, always respecting and putting first
the protocols marked by the local authorities,
companies, and hotel managers.
I appreciate the effort our partners, to whom I entrusted this task, have done.
This project has been requested by our International President M. Roderick Levejac,
to contribute from worldwide Hotel Concierge desks, in the fight against COVID-19.
I take this opportunity to send a message of hope and support to all
professionals who work in hotels and especially the members of “Las Llaves de Oro”
“Les Clefs d´Or”, encouraging them to continue doing their best like they have always
done in order to make our guests feel better in the hotels than in their own homes
an safer than ever.
#inservicethroughfriendship
#yourkeytoeverithing

Ramón Lefort
Presidente Nacional
President of Les Clefs d´Or Spain
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INTRODUCTION
Spain is doing an intense job searching new paths and brining new ideas to adapt its
tourism industry to the new COVID-19 scenario. The respect of strict sanitary and
security rules and the progressive recovery of the tourism activity are now the two
main priorities. The guidelines marked are created to keep attracting travelers and
being the top 5 world’s holiday destination.
After all lockdown phases starting the so-called new normality is key, even though
everything is changing. It is necessary that the tourism industry quickly adopts new
measures and regulations together with public institutions with the aim of
guaranteeing safety and health in tourism services as well as visitors´ trust.
In the current scenario, quality will be more important than quantity. The impact of
tourism on the well-being and development of the local population, and the
collaboration of visitors will gradually help Spain´s productivity and competitiveness.
The different delegations of Les Clefs D´Or Spain have contributed to this project by
sharing their opinions and ideas. We all consider that the Concierge is the
differentiating element in luxury hotels and key in this new scenario.
With the new normality, the Concierge, more than ever, will be of sheer importance
for the loyalty of guests in hotels. The commitment goes beyond professional skills.
It is important for all Concierges to be up to date and well informed about the new
laws and regulations affecting the tourisms industry. For this reason, we want to
share a report on some sanitary measures taken by the Spanish Government and
tourism promotion initiatives carried out in Spain.
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METHODOLOGY

Introduction

Sanitary measures
Promotion of Spain
as a tourism
destination.
Our role as
Concierges
Conclusions
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SANITARY MEASURES

In Europe
On May 13, 2020, the European Commission published a guide for the safety and
restoration of tourist activities.(1) This document´s title is “COVID-19: EU Guidance
for the progressive resumption of tourism services and for health protocols in
hospitality establishments”.

In this document, in addition to some recommendations for risk management of
COVID-19 in daily operation issued by the relevant health authorities (World Health
Organization and the European Center for Disease Control and Prevention), the
European Commission recommends Member States to create their own protocols in
line with their specific national / regional / local conditions.
Furthermore, according to this same document, the Commission created a dedicated
website called “Re-open EU” which includes an interactive map with information
about the tourism and travel industry in European Member States. It also includes
information about protocols and guidelines on how to create plans to cope with
COVID-19. For more information click here.
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In Spain
Spain considered the guidelines set by the European Commission and, among other
documents about the COVID-19, we could highlight the following ones:
“Covid-19 guía de buenas prácticas para los establecimientos y trabajadores del
sector turístico”.
This guideline created in May 2020 aims to respond to concerns generated in the
tourism sector during the Covid-19 and help companies in the tourism industry make
decisions. This guide is based on:
• The expertise of the Spanish Ministry of Health
• Some piece of information taken from the report “Documento de Información sobre
el Coronavirus COVID 19”, made by HOSBEC (Hospitality Business Association of
Benidorm, Costa Blanca and Valencian Community) for its associates.
• The collaboration and opinions of social partners (CCOO, UGT, CEOE and CEPYME).
It is an “open document” to which new information, recommendations and
instructions, will be added, depending on the development and/or eventual expansion
of the virus.
Below we highlight what we consider are the most significant measures of the abovementioned document made by the Spanish Government. They will all affect directly
or indirectly Hotel Concierge services in Spain. We have differentiated three areas of
interest: the hotel, the Concierge´s role and the lobby.
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The Hotel
• It is mandatory to prepare an action plan to cope with COVID-19. This plan contains
detailed information of how to act if a customer or an employee shows symptoms
related with COVID-19.
-

as part of this plan, the hotel displays posters containing information about
preventive measures implemented and guidelines to be followed by
customers. It should be in, at least, one foreign language. It also should
contain information about social distance with signage at the reception,
entrance to the restaurant or other common areas.

-

it also includes information about nearby health centers and hospitals, as
well as emergency telephones.

• The hotel should have a COVID-19 committee or a risk management committee to
define strategies and make decisions to minimize sanitary risks caused by COVID19.
• This plan is communicated to
-

associate´s representatives (if any)

-

employees.

-

suppliers and customers who are informed of the measures that directly
affect them and that must be applied. For example, the use of face mask,
hand washing, and social distancing amongst others.

-

the client, who is informed of the conditions of service and preventive
measures established before confirming their reservation in the hotel.
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The Concierge
• The client is informed of the conditions of service and preventive measures
established before confirming their reservation in the hotel.
• It is necessary to inform suppliers and customers of the measures that directly
affect them and that must be applied such as the use of a mask, hand washing, and
social distancing.
• It is mandatory to have information about nearby health centers and hospitals as
well as emergency phone numbers.
• It is especially important that the hotel offers indications to respect social distancing
with signage at reception, entrance to the restaurant amongst others.
• The valet service is carried out in safety conditions with disposable gloves and / or
disinfectant wipes to clean luggage.
The parking service and the use of guest cars by the hotel valet should be avoided.
• Avoid sharing pens and if it is done, these must be disinfected after use.
• The counter is cleaned at least once a day.
• Keys or cards, if any, are deposited in a container with disinfectant after each use
if they are deposited at the reception.
• The keyboard, screen, telephone, and other items used by the Concierge are
disinfected at the beginning and at the end of each work shift, using, if possible
individual use headphones.
• We should recommend guests to make payment by credit card or other electronic
means, preferably contactless.
• We should avoid greeting with physical contact and respect 1.5-meter social
distancing.
• The hotel oversees the dry-cleaning of its associate’s uniforms. If the hotel does
not offer this service, the employee must ensure that it is cleaned at a temperature
above 60ºC.
All uniforms used only during the working day is transported in a closed bag if
associates take them home. If cleaning cannot be done at that temperature, the
establishment proceeds to an adequate disinfection.
• Street clothes should be kept in a plastic bag or suit holder so there is no contact
between street clothes and work clothes.
•We should inform guests that when the housekeeping gets into the room to clean
it, the guest cannot be inside.
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The Lobby
• A maximum capacity is established for the reception area to ensure the social
distancing between clients and the employees. If this is not possible between
employees and clients, other security measures will be taken (protective screen,
face masks, and/or glasses amongst others.).
• Disinfecting rugs should be set up at the hotel´s main entrance.
• In the reception and reception area there is always disinfectant solution available
for guests and hotel associates.
• There are distance markers to avoid crowding and to ensure the required social
distancing.
• The guest is informed about the maximum capacity in elevators. The use of
masks is mandatory if they are not members of the same family unit to respect the
safety distance.
Furthermore, based on the above mentioned document made by the Spanish
Government,

“Covid-19 guía de buenas prácticas para los establecimientos y

trabajadores del sector turístico”, the Ministry of Industry, Commerce and Tourism,
together with the Ministry of Health, created a checklist of the specific actions that
all hotels should take during the Covid-19 situation.
This checklist offers a more visual format. The document is called “Check-list medidas
para la reducción de riesgos higiénico-sanitarios para hoteles frente al covid-19 fase
1, fase 2 y fase 3”(2), and it was prepared by the Hotel Technological Institute
(ITH), in collaboration with the Spanish Confederation of Hotels and Tourism related
accommodations (CEHAT).

They include the specific guidelines for the reopening of the accommodation industry
in Spain. The goal of this document is to offer more security and trust to customers,
as well as to hotel associates.

2 El documento está elaborado por CEHAT e ITH en base a las órdenes ministeriales SND/458/2020, de 30 de mayo, SND/414/2020 de 16 de mayo y SND/399/2020 del 9 de mayo del 2020 del Ministerio
de Sanidad; a la guía “Medidas para la reducción del contagio por el coronavirus SARSCoV-2”, publicada por el Ministerio de Industria, Comercio y Turismo y elaborada por el ICTE a petición de la
Secretaría de Estado de Turismo; y la “Guía HOSBEC para la reapertura post Covid-19 en alojamientos turísticos”. Esta checklist también contiene las medidas de obligado cumplimiento publicadas en el
BOE en todas las fases, así como las recomendaciones del protocolo general.
En esta coordinación del ICTE, CEHAT e ITH elaboran estos protocolos con el respaldo de diferentes cadenas hoteleras de toda España y todas las asociaciones hoteleras autonómicas y locales, como AEHM9,
ASOLAN, FEHM, HOSBEC y OTEA, entre otras. La iniciativa se está realizando en coordinación con la Secretaría de Estado de Turismo.
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"This document/check-list has the support of all the regional and local hotel
associations, as well as important hotel chains. It is an initiative coordinated by the
Institute of Tourism Quality and the Secretary of State for Tourism, in order to make
a unique and coherent document and that could be homogenized at European and
international levels”. Hosteltur Magazine, (ITH and CEHAT facilitate the protocol for
the reopening of hotels", May 11, 2020).
Further to the previous paragraph, large hotel chains with presence in Spain have
created their own protocols considering the guidelines set by the Spanish
Government. For example: Marriott through the Marriott Cleanliness Council,
Mandarin Oriental with its “We Care”, Four Seasons program which, in
collaboration with Johns Hopkins Medicine International, a global division of
healthcare and research, have validated a global health and safety program called
“Lead With Care” or Barceló Hotel Group with the seal of guarantee for its hotels
"We Care About You" that collects all the experience in safety and hygiene, now
reinforced with protocols adapted to the moment and free 24x7 telemedicine service
for customers who book directly on their website.
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PROMOTION OF SPAIN AS A TOURISM DESTINATION
The Spanish Government plans to reopen as many hotel properties and companies
in the short term as possible considering the strict sanitary protocols. According to
World Health Organization (W.H.O) and the World Tourism Organization (UNWTO)
Spain has suffered a higher percentage of COVID-19 contagions than the rest of the
countries of its competition. It could be seen in the graph below:
% Infected people of COVID-19 by “Sun & Beach” destinations

%

Infected people of COVID-19 by “Urban tourism” destinations

Source: EXCELTUR- Plan “Renacer Turismo Español 2020-2023”. Stats by
World Health Organisation (W.H.O) and World Tourism Organization
(UNWTO).
These numbers reveal a difficult situation for the Tourism business in Spain, however,
several organizations of this field are working on strategies to increase the number
of visitors through national and international channels. At this point, our Association:
Les Clefs d’Or Spain, with the support of our five branches: Andalusia, Balear Islands,
Catalonia, Costa del Sol and Madrid, has converged a sum of actions to carry out the
project organized by Les Clefs d’Or International. This is to add value to our country´s
economy through the reactivation of Tourism during the phase: Post COVID-19.
On the one hand, the Delegation of Andalusia explain that the region has launch
a promotional spot organized by the local Board of Tourism and starred by the worldwide renowned Andalusian actor: Antonio Banderas. In this video Antonio makes us
feel Andalusia from the bottom of our hearts, to stimulate the need of visiting
Andalusia to heal our minds of the threats caused during the Covid-19 pandemic.
13
The Concierge´s Role in the new COVID-19 situation

With regards to sanitation and safety, the World Travel and Tourism Council (WTTC)
conceded the first safe travel stamp to the city of Sevilla among other 4 cities in the
World. This award places Sevilla at the top of the safest destinations all around the
World. This nomination contributed in visitors feeling at ease when planning to travel
to this area and therefore the reactivation of local tourism businesses.
On the other hand, the Delegation of Balearic Islands highlighted the promotions
done by the City Hall and companies linked to the tourism industry. All of them are
clearly designed to make this region one of the top preferences of tourists. We
encourage you to see the promotional video: #conoceMallorca2020 “(Meet Mallorca
2020”) arranged by a real state advisor who explains strategies to restart the tourism
business in Mallorca. In addition to this, the Local Board of Tourism presents the
spot: “No puedes viajar, pero puedes soñar” (“You can’t travel but you can dream”)
which core goal is to spread enthusiasm exposing the beautiful landscapes of the
Balear Islands.
Also, the tourism board in Mallorca exposes some strategies to take this land as a
Brand to the top of the most visited spots in Social Media, this is why we may see
websites such as: www.stayhomemallorca.com
whose hashtag #seeyousoonmallorca shows a video in English which invites visitors
to choose Mallorca.
From the Delegation of Catalonia some interesting advertising campaigns could
be highlighted, all of them have the main objective of encouraging locals to visit
Catalonia. Thus, the Catalonian holding: EmpresaCat designed the spot: “Cataluña
es mejor con vosotros” (“Catalonia is better with you”) here this region´s outstanding
landscapes are shown. The same action was ruled by the Catalan Government by
settling the following video: “Catalunya és casa teva” (“Catalonia is your home”)
which main goal is connecting Catalonians with their land and encouraging them to
visit their region.
In addition, some other Catalan regions are emerging with great advertising. Proof
of that is the spot : “Bojos per tonar-nos a veure” (we can’t wait to meet you again),
made by Costa Brava and Girona Tourism Boards. Also, Visual 13 and their video:
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“Jo em planto a L’Empordà” (I stay at El Empordà), which showcases the amazing
nature of Catalonia.
The Delegation of Costa del Sol share with us some information about The tourism
plan of the city of Marbella. This action is financed by the local government with 4
Million € and will be done by the end of July. The deputy president of the board of
tourism in Málaga and Costa del Sol, Mr. Francisco Salado, said : “this plan is being
designed to support local companies in terms of technology whilst improving the local
plan of tourism as a whole”, this actions also pretends to provide tourists with a sense
of safety and security to visit Marbella.
In addition to this, one of the leaders of the Tourism Board of La Costa del Sol,
Margarita Del Cid, is working on the digital strategy seeking the reactivation of
tourism by approaching the region as a brand to 26 Million people from 73 countries
worldwide.
Also, the Delegation of Madrid exposes a campaign managed by the City Hall of
Madrid under the name of: “Vuelve a Madrid” (“Come back to Madrid”). In its website,
the City Hall displays some offers that revolve around: gastronomy, entertainment,
shopping, art and travels. The goal is to reactivate the city´s economy. Also, the
Tourism Board of Madrid designed an advertising material which includes a
sightseeing tour of some architectonical icons of Madrid.
On the other hand, the Basque Country joined to Madrid’s Section, points out the
investment of 30 Million € from the Basque Government to support small business
and self-employed organizations. Also, the Basque Country´s Tourism Board is
leading the spot: “Itxaropena. La Esperanza” (“The Hope”), this is an emotional
statement seeking the spread of calm and hope.
Moreover, some Concierges in the Basque Country came along with an interesting
suggestion; the design of a marketing campaign focused on emotions. The goal is to
make them discover San Sebastian through their senses. For example: a walk by the
coast side of “La Concha”, the smell of grilled fish at the harbor, a tour by the
"bidegorri" (Bike route) across the city; coast to coast.
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Finally, we would like to point out the spot organized by the Spanish Tourism Board:
“#EspañaTeEspera”,#SpainAwaitsForYou this beautiful material is already available
in Social Media, such greats landscapes of Spain are shown under a speech of hope
and citing words of the legacy of the Spanish poet Antonio Machado: “Caminante no
hay camino, se hace camino al andar”. (“Wayfarer, there is no way, make your way
by going farther”).
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OUR ROLE
As we have seen in our extensive experience as Concierges and based on data
collected in the previous sections of this action plan, the role of the Concierge in the
Covid-19 Pandemic stands out for its complexity.
It should be noted that the Concierge´s roll is quite delicate given its high exposure
to contagion. Dynamism is characteristic of our daily functions and we are in constant
contact with clients, colleagues, collaborators, suppliers. Therefore, we must
guarantee that the sanitary measures implemented by our hotel are followed and
applied.
We are aware that tourism without security cannot exist. Therefore, it is the
Concierge´s responsibility, through our know-how, to transform the discomfort that
this new situation presents. We should focus all our efforts to turn it into an added
value in our favor and in favor of the tourism industry. With everyone's implication,
we will welcome visitors again. We think that they will have different expectations,
that is why we should continuously apply the measures implemented by our hotel,
the company, and local authorities. It is only if we respect these rules that we will
protect ourselves, our collaborators, and guests. Following some guidelines of
behavior, our client will be able to enjoy an unforgettable stay in total security and
confidence. This is our main and principal goal.
The responsibility for the safety of clients falls largely on us. We should be very
thorough in our recommendations to external establishments. We control the sanitary
measures applied in our hotel, but not as much those on the outside. In conclusion,
we are responsible for our client's health and security inside as well as outside the
hotel.
We will receive a client with the same profile as before the crisis but much more
demanding, more careful, and even more detailed. Therefore, apart from applying
the sanitary measures mentioned in section 4. We must consider the following points
and be careful with them:
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Create new procedures to facilitate the use of sanitary measures and action protocols
always in accordance with company and hotel standards. We should update them
when necessary.
Train constantly our team about the sanitary measures and protocol of action.
Constantly obtain updated information by local authorities on both safety and hygiene
regulations. This action will allow us to stay informed and inform our clients about
the situation in our area. It will also help to restore the trust placed on us.
Constantly obtain updated information from cultural and tourist institutions such as
Museums, Theaters, Monuments on safety and hygiene regulations to be able to give
an effective and safe recommendation to our client.
Carry out field work that consists of periodically visiting gastronomic establishments,
to verify what safety and hygiene standards apply and if they continue to respect
them. The same action would apply to collaborators such as guides, private drivers,
and retail sector.
To act as an ambassador of your city, you must actively participate in the tourist
promotion of your city and your hotel to re-transmit trust as mentioned in the
promotion section.
Continuous training on the measures to be taken and continuous update on the
evolution of the pandemic both locally and in foreign countries to anticipate and be
proactive in the application of sanitary norms and measures.
And finally, create a procedure to reinforce the pre-arrival of the Guest.
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Our “Savoir Faire”
“Welcome to our Mandarin Oriental Ritz, Madrid and welcome to our city. The
Concierge team will ensure that your stay is unforgettable and exclusive within a total
security inside and outside the hotel”.
Borja Martin. Chef Concierge Mandarin Oriental Ritz. Madrid.
“The Concierge team at Four Seasons Madrid is looking forward to welcoming you to
our spectacular hotel and fascinating city. Thereby , we are working with so much
passion to take care of you and make you feel safe. We are waiting for you with open
arms and the best of our smiles, here at your home”.
Raúl Bermejo. Chef Concierge. Four Seasons Madrid.
“Whatever happens, always at your service, start enjoying life again, just ask your
Concierge”.
Rodrigo Uribe. Concierge Supervisor. Hotel Maria Cristina. San Sebastian.
“From our concierge team, we continue to work hard and adapt to this new reality
full of eagerness and passion to guarantee a wonderful unique experience with us".
Olatz Marin. Concierge at Hotel Villa Favorita. San Sebastián.
“From The Westin Palace Madrid Concierge we invite you, and your family to discover
our Great city full of health and security!”.
Ernesto Pastor - Chef Concierge Hotel Westin Palace Madrid.
“Now more than ever, you can rely on your concierge. Stay safe to enjoy Madrid with
our help.”
Alejandro Juanas. Assistant Chef Concierge. Hotel Westin Palace. Madrid.
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“We return with desire, we return with strength. Les Clefs d´Or Concierge, always at
your service with security. Always in service. Always in friendship. Always in safety”
Ramón Lefort. Chef Concierge. Hotel Barcelo Emperatriz. Madrid.
President Les Clefs d´Or Spain
“We welcome you warmly, respecting the sanitary measures, using all the possible
technology for a personalized contact, and giving you the confidence that the
recommended places comply well with all the regulations so you will feel as safe as
in the hotel itself.”
Raul Diez. Concierge. Hotel Maria Cristina. San Sebastian.
“In these difficult times it is good to know who to trust. All of us have prepared
ourselves in the different protocols and we are going to make your stay special,
memorable and, above all, SAFE. Let us take care of you and your family”.
Jesús Moscatelli. Concierge. Mandarin Oriental Ritz. Madrid.
“From the Madrid Marriott Auditorium Hotel & Conference Center Concierge team, we
are looking forward to welcoming you back to our hotel and to the city of Madrid. Our
hotel and our associates´ main priority has been to prepare for the safe return of our
clients implementing the highest hygiene standards available. We will assure you that
throughout your stay with us we will offer you an unforgettable and memorable
experience. We will assist you with anything you may need during your stay so that
you can enjoy the best of our hotel facilities and the surrounding city”
Pablo

Morales.

Chef

Concierge.

Hotel

Marriott

Auditorium

Hotel

&

Conference Center.
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CONCLUSIONS
To conclude, after exhaustive work, we have been able to compile verified information
from the different sections of Les Clefs d’Or in Spain. Thanks to this information, we
have been able to investigate and give more information about the return of the
normality in the hotels.
As we mentioned before, the basis of this study lays in sanitary measures, tourism
promotion and the role of the Concierge.
The sanitary measures are many and extensive. We have taken into account
documents from the European Union, Spain and also from the Delegations of Spain
of the Les Clefs d’or.
Without going into specifics, we have been able to see that there are many measures,
some easier to apply, such as the use of pens, individually and without sharing them,
but we have also been able to see other measures that, despite being of vital
importance at specific times, could be difficult to comply with the safety distance.
From Les clefs D’or Spain there are many measures that are proposed and with these
measures we will try to mitigate the effects of COVID-19 in our sector.
As for promotion of Spain as a tourism destination, many sections and cities are
trying to attract tourists who, out of fear or insecurity, do not want to travel to Spain
while there is no vaccine for COVID-19. It is for this reason that Spain in general and
the cities are trying to reach all potential tourists and, in this way, inform future
tourists that Spain is a safe country. We have presented different promotional
campaigns at work from “Vuelve a Madrid” through “Jo em planto a L’Emporda”
among others that we encourage you to watch.
The role of the Concierge is key in all hotels, and now, when the hotel will reopen,
the Concierge will have a relevant role. Cities will go at a different pace and the
information as well as our guest´s sanitary security will prevail. For this Concierges
have a vital role in assisting such guests.
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The role of the Concierge will be to inform the guest which restaurants will be safer,
which restaurants and monuments comply with strict sanitary regulations, which
museums remain closed and which hours have changed among much more
information.
The future that awaits hotels and to Concierges is uncertain, but there is no doubt
that Concierges will be prepared to provide and excellent, safe and unparalleled
service. Hopefully, this document helps all Concierge desks and we can continue
working as always, giving the best of ourselves.
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