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Overview

e Mandarin Oriental has implemented a “VWWe Care’ Health and Safety program to
further safeguard the comfort and health and safety of guests and employees

e Designed to ensure our guests remain well cared for while upholding the level of
service, they have come to expect from Mandarin Oriental

Plan for the “new norm” (which is undefined and speculative)

Differentiate service, calibrate guest behavior and monitor

Technology solutions — digitalization blended with in person experiences
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High Standard of Health & Hygiene

* Maintaining the Lloyd’s Register “Safe Hotel” 160 standards with strict cleanliness
protocols

* Lloyds Register; an internationally recognized independent assessor, audit the
Group’s rigorous Fire, Life, Health, Safety & Security standards on an annual basis
and have verified the new additional methods in place

* Incorporating sanitization with hospital grade sanitizer following the deep clean

e Support the cleaning with an in room steaming routine (cushions and mattress,
pillows etc.)

e The use of steam vs more chemicals will also support wellness for colleagues and
guests
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Examples of some “We Care” initiatives

* Guest preferences on service, cleaning levels and interaction with colleagues will be
established prior to arrival

* ‘We Care’ package with face masks, hand sanitizers and disposable gloves will be

provided upon arrival and departure to ensure guests have a comfortable stay and
onward journey

* Housekeeping will only clean the room in the absence of the guest and
text/message once the room has been cleaned and sanitized

* Throughout the cleaning process, hotel colleagues will be provided with personal protective

equipment and enhanced training designed to protect their well-being while continuing to
deliver exceptional service
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Types of Guests

e 3 Guest COVID Lockdown Behavioral Levels

“COVID SUPER SENSTIVE” “COVID CAUTIOUS”

“COVID FATIGUE”

i

Guest is very sensitive and more vulnerable,

wants NO interactions. Luggage is handled by Most guests will fall into this category and our
guest, remote check-in, extensive use of SOPs will be designed for this level; however,
HelloMO, assignment of a COVID sensitive colleagues can pivot from here to either
room (removal of decorative pillows, blankets,  direction

etc.)
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Guest is not concerned about COVID and is
not necessarily following guidelines, expect full
service and may infringe on distance to our
colleagues
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HelloMO

£ Mr. John Smith £ Mr. John Smith
Guest makes GR emails guest 3 Email includes QR We look formard t walcoming vou Thank you - our Guest Relations @
. . S S Yoriy team will send you a billing link
reservation days pI”IOI” to code to Hello MO Due to the cuirent Covid-19 shortly to complete prior to arrival.
arrival situation we want to make your Show Translation
: stay with us as comfortable as
possible. In order to accommodate
your preferences, please answer
YES or NO to the below questions. Would you like to receive HSK @
Show Translation service during your stay with us? If
you answer NO, we will proactively
place additional towels and
Guest gives Automated Guest bathroom amenities in your room
i prior to arrival.
. . In order to offer a quicker and more @ .
consent to 7 questlonnalre responds YES contactless check in would you like S D
to submit your payment details in Eileen O'F 3116 AM
Hello MO sent to guest or NO P
Show Translation
B Show Translation
0~
Show Translation
R monitor GR updates Are you comfortable with our In @
G onitors P . Departments A s Room Dining colleagues entering
guest responses ’ preferences N action preferences your room to deliver your meal? If
HMS/HotSOS i
on da.)’ Of arrlval ° Type guest message here ar] > ° Type guest message here ar] >
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Pre-Arrival without Hello MO

} s

[ Booking via MO.com

= Make the Most of Your Trip

The guest sets health
Covid-19 preferences
directly during the
booking process or Please chose from the following:
with the automatic
pre-arrival email

Dear Guest,

Additional “We care kit ‘“ & sanitizer in room
Contact free check-in & check-out

T
IRD without entry (Table placed in front of room)
[ Booking via Agent, Call or Mail } ) = HSKP cleaning without guest in room (preferred timing)
==
- Non opened products and amenities
‘ v = Paperless - using iPads
‘ih The guest sets health Pre-booking of restaurant reservations
Covid-19 preferences
\ later via Survey-
\ Monkey with the pre-
N arrival email
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) Sanitation: Guest Experience
Pre-Arrival: Front Door, Arrival Available in the Team:
Reservation & Security: lobby, in guest Combination of teams
Confirmation, Pre- Temperature Ckheck, elevators, outlets, (GR, FO, Bell, Door)
arrival consultation we care packet public areas

Departure (car):
: i Sanitation kit
oo places in vehicle,

|

Guest Journey

oy

Rooming:

Offer orientation

at the desk,
elevator access

two max, hygiene

hook

Social
Distancing:
Limited seating
Floor marks,
reduced access

|

Check Out: 4 Gu:st.RoIom
Option of non- rrival:
’ Communication
& contact check out, ioce on how the
luggage guidelines, . o e been
€ ="
[] = —
Day before check Guest Floors: G:r::nlii:o.m In Room Dining:
Additional sanitation of c & ) menu on the TV,
ontact guest via .
Farewell message on door handles, ) ordering per
TV, instructions for elevators, sanitation HElloMO of Service ;
express check out etc. ions. fl Gl TS CEn iR 6 HelloMO, different
: srations on floors guest when completed plating options )

USS
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Check-In

il
N

/GSA welcomes guest
to the hotel being
mindful of social
distance.
If queue is present, lobby
ambassador shows guest
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Guest is presented

—r

K where to wait /
o
£Q

/

Managers will greet
guests and put them
at ease by smiling
and welcoming them

warmly
\_

\

\

with health

questionnaire and

advised about

temperature check

\_

requirements

o=

4 N

Present small tray to
guest for them to

/

hello
MOe

-

/

\_

to guests and

stay

\

Introduce Hello MO

remind them to use
it throughout their

/

[

Sanitize iPad in
front of guest and

place their ID on for
colleague to view it

<—

- /
s:-a

@ace room keys undg
UV cleaning light
before presenting
them to guest.
Offer individual
antiseptic wipe to

ask them to sign
with their finger.

\_ guest if needed. /

\l

\

e

-

—r

)

=

/

\_

Sanitize CC machine
in front of guest and
present CC terminal
to guest for them to
enter their credit card

\

\_

Confirm
preferences,

preferences with
guest. MO library
for example

~

including Covid 19

/

X

/

7Y

/

\_

welcome tea will
be presented to
guest

\

Individually bottled

/

Y
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Pre-set
keys/allocation
Guests allocated

and guaranteed CI
on arrival

Group Arrival
Maximum | Bus
with 40 guests

ik

Luggage Delivery
Sanitized Luggage

delivered if opted

MO Welcome Engagement
Lounge with MP
Group charges, TD
Requirement for . :
G Arrival preferences, Luggage
R Handling Fee

Suspect Infected
COVID-19
Isolate Group in

Group Arrival

for by guest. }

Fans of MO MO Lounge & BCM
Welcome Amenity Pandemia
Wrapped & Sealed
“m Amenities with a
local sense of place he]]o ,
MO e dib
HelloMO
Check in Kiosks MO Lounge

Seamless, digital
communication
with the guest
throughout stay

Preset Welcome
Drinks, packaged

) iPad for Reg Card

2) Verify ID / Scanner
3) Confirm Preferences
4) Present Keys

Partial Escort
&‘ Intro Hotel Facilities
Optional: Host to meet

on floor. .
Gel Sanitizer

disinfectant wipe &

WE €&
CARE

Welcome

"Mai Greeting" &

We Care Kit

l

Thermogenic

y

Escort °® °®
Designated
=g
Ambassadors

Camera
Seamless
Temperature
Check

Delivery to Lounge
or directly to room

Luggage

—
A
_g
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Housekeeping

&RRIVAL:

HK Guest

preferences are
reconfirmed as
Covid Cautious

Digital
Communication

\

e
)

DEPARTURE:

* New cleaning
procedures and
technologies to
ensure full

\ sanitization

\

e

GOOM

ENVIRONEMENT:

* High touch point
items

* Add O&SE

* In rom sanitizing kit

N

\

B o S
-

/ROOMIBATH \

CLEANING: updated
SOPs

e Cleaning

*  sanitization

e Linen management

J/

a

-

GUEST
REQUEST:

J/

* Updated
deliveries and
service order

.

&- Waste management/

&

Qo

et

/TURNDOWN: \

* Cleaning process as
per arrival

« MOQA/LQE
touches adapted

* Coordination/comp
liance other
department

\ * Inspection

/SERVICING: \

Cleaning process as
per arrival
MOQA/LQE touches

adapted
Coordination/complia
nce other department

Inspection /

\/

-

J/

LAUNDRY:

\

Preferences

Valet Updated  [¢
SOPs
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Colleague Journey g
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Colleague Security:
Welcome Back Temperature check, Use stairs, Changing Room:
Gift: Staff Entrance: IN sanitize hands, collect minimize the use Wargning signs ’
MO ‘We Care’ masks (disposable) of elevators g°18
Package and gloves
Security: }

3

Front Office:

&
Sanitize area ' %

Discard gloves and
masks, sanitize
hands

Colleague Journey

A

Uniform Handling

a7 Maintain 1.5
ro] rQ] meters from —>
|_|_| |_|_| between GSAs
\ = _ —
T N\

i rae Front Office: Maintain 1.5
s Fromt Office: I f Front Office: meters distance
' Colleague Dining Sanitize Clean area after Sanitize keys and f I -
check-in, ) i rom colleagues
telephones, iPads, continuously

continuously and guests

continuously

&\\"’/// MANDARIN ORIENTAL *Social distance meters to be determined by local law.
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What are some of our hotels doing

oW
e Thermal screening at hotel entrances ﬁ

* Provide guests with a We Care packet
* Disinfect luggage before delivery to the room
* Hand sanitizer readily available in all common areas

e Social distancing set up in all restaurants and bars

e Offer driving protection kit for in house guests

‘s
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