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GRUPO XCARET
360° XAFETY
SAFETY AND HYGIENE PROTOCOLS   
As part of the Board of Directors of Affiliated Members we have 
collaborated with the World Health Organization (WHO), enriching the 
document which contains recommendations and measures for the recovery 
of tourism activity. We’re also part of the advisor’s team that developed 
the “Reopening Guide of the International Association of Amusement 
Parks and Attractions (IAAPA).” Through collaborative work with both 
international institutions, we have been strengthened and improved. 
    
To develop this document, we have brought together our experts in 
Operations, Integral Security, Quality and Hygiene, along with our 
specialized professionals on infectious diseases and followed the 
guidelines established by the world, national and local safety authorities. 
We will remain vigilant on the progress on this subject and will update our 
“360° Xafety” model as necessary. 
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At Grupo Xcaret we emphasize that our priority is and will continue to 
be the safeguarding of the health of all our visitors, guests, vacation club 
members and coworkers. We have developed our 360° Xafety business 
model for them.

We have taken full advantage of this time to get thoroughly prepared, 
training, providing ourselves with equipment and implementing new 
processes.

With the implementation of this document, around 1,300 actions in Parks, 
Tours, Hotel Xcaret México and México Destination Club have been 
activated, which have been grouped in 104 major categories in this model, 
including the use of technology through an Operation App to guarantee 
an unforgettable and safe experience.

We want to become a haven for all our visitors, guests, vacation club 
members, coworkers and suppliers where they can feel as safe as at home.

We believe that it is our responsibility to share our protocols and make 
them public so they can become a reference for the tourism industry, so 
that we can strengthen Mexico all together.

This is the moment to stand as one for orchestrating a better reality where 
the path to follow is called sustainability. Let’s dare to dream so. 

 

Arq. Miguel Quintana Pali  
Chairman of the Board and CEO
Grupo Xcaret
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BACKGROUND 
As a result of the coronavirus SARS-CoV-2 (COVID-19) pandemic, 
different service companies, especially those oriented towards tourism, 
are adopting stricter hygiene measures in their operation. These actions 
will be changing as the crisis evolves, nevertheless, most of them will 
become regular habits focused in ensuring everyone’s safety. This is 
why we are closely monitoring any variations in government policies, 
the guidelines of the Centers for Disease Control and public health 
breakthroughs to continue making the necessary or suitable changes 
on our protocols and procedures.   

For this reason, at Grupo Xcaret we’ve been adding new practices and 
better procedures to our hygiene protocols. Likewise, maintaining the 
practices that were already carried out, taking as reference international 
documents and closely monitoring changes in government policies, 
the guidelines of the Center for Disease Control (CDC), the World 
Health Organization (WHO), as well as the recommendations of the 
Secretariat of Health and the Secretariat of Tourism. We will continue 
to make changes as necessary or appropriate within our protocols and 
procedures. These are carried out with very complete visual guides 
and with detailed checklists that guarantee an adequate hygiene in all 
contact areas, with internationally accredited disinfectant products, as 
well as tools, personal protective equipment, hygiene frequency and 
of course, an intense comprehensive training in the application of the 
new and improved hygiene protocols for clients, coworkers, suppliers 
and the environment in general. 

This compendium of protocols developed by the leaders of Grupo 
Xcaret is a work of permanent improvement that is constantly evolving. 

Many of the protocols are recurring and shared among different fields, 
being consistent with the control processes that rule everything we do to 
keep safe our clients, guests, vacation club members, coworkers, suppliers 
and the community, nevertheless, there are specific procedures for each 
division: Hotels, Vacation Club, Parks, Tours and other complimentary 
segments that belong to Grupo Xcaret, as well as commercialization and 
Corporate Strategy support areas. In every case, there is documentation 
even more detailed than what has been outlined in these pages, based 
on the best practices available on international hygiene methods, routines 
and standards and in consultation with professional experts on infectious 
diseases from the finest institutions in the nation. These processes are 
susceptible of being improved and updated as necessary. 
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OBJECTIVE 
To provide a support tool that allows Grupo Xcaret the execution of 
measures to safeguard people’s health through preventive actions, control, 
containment and risk reduction in the transmission of coronavirus SARS-
CoV-2 (COVID-19) according to social measures and recommendations 
established by national and international authorities as well as companies 
in the tourism sector. 
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SCOPE
This compendium of protocols seeks to be implemented with coworkers, 
clients and in the facilities of the different divisions and business units that 
constitute Grupo Xcaret, as well as its extended application to all suppliers, 
tenants, applicants, coworkers’ families, surroundings and the community. 
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GLOSSARY
Alcohol-based sanitizer Is a liquid, gel, or foam generally 

used to decrease infectious agents on the hands.

Antigen  Part of a virus that triggers an immune response. When 
a person has been exposed to certain types of viruses, 
the antigens appear in the blood before the body makes 
antibodies. 

Antigen test Diagnostic test that detects the presence of viral 
proteins (antigens) of the SARS-CoV-2 virus in samples 
from the respiratory tract. 

Antibody test  Diagnostic test that detects if a patient is or 
has been infected thanks to the generation of immune 
defenses against the virus. 

APP / Application   Software program designed to perform a 
certain function directly for the user. It is generally small 
and specific, used particularly on mobile devices. 

BIHW Biological-Infectious Hazardous Waste. 

Body fluids Blood; excretions (e.g., urine, feces, vomiting); 
meconium; loquia; secretions such as saliva, tears, sperm, 
colostrum, milk, mucous secretions, earwax, vernix; 
exudates and transudates, such as, for example, lymphatic 
fluid, pleural fluid, cerebrospinal fluid, ascitic fluid, joint 
fluid, pus (except sweat); organic samples of tissues, cells, 
organs, bone marrow, placenta.

Capacity The maximum number of persons that can be 
accommodated.

Case definition A series of diagnosis that must be fulfilled to 
confirm a specific disease.

CDC Centers for Disease Control and Prevention.

CICOPLAFEST Commission for the Control of the Process and 



Use of Pesticides and Toxic Agents.

Cleaning Elimination of dust, food residues, dirt, grease or other 
objectionable matter that is visibly on any surface. 

COFEPRIS Centers for Disease Control and Prevention.

Community A group of people who live in a specific location, 
share government, and often have a common cultural and 
historical heritage.

Confirmed case Person who meets the operational definition 
of “suspected case” and has a diagnosis confirmed by 
a laboratory of the National Network of Public Health 
Laboratories by the InDRE.

Containment Effective and rapid measures taken to prevent a 
large-scale epidemic. Rapid containment should begin 
as soon as the first case is detected. Some measures 
include early detection and isolation of cases, tracing and 
monitoring of contacts, depending on the disease. 

Contamination Presence of a pathogen agent in the body, 
in any object or a food, capable of causing illness in a 
person. 

COVID-19 Illness caused by a novel coronavirus called SARS-CoV-2.

COVID residue According to SEMARNAT, COVID residue is the 
waste generated by a non-hospital organization where one 
or several people might be infected or suspected of being 
infected with COVID-19. Grupo Xcaret treats and identifies 
as COVID residue, used materials such as masks, snorkel 
tubes, Snuba mouthpieces, etc. 

Direct physical contact  Someone that has been in 
contact with and infected person, therefore they are 
considered to have had significant exposure and are at 
risk of infection.

CRM  Customer Relationship Management. Set of practices, 
business strategies and technologies focused on the 
relationship with the client. 



Diagnostic test  Tests that detect the presence of antigens or 
PCR. 

Disease A condition of the living animal or plant body or of one of 
its parts that impairs normal functioning and is typically 
manifested by distinguishing signs and symptoms.

Disease prevention  Measures aimed not only to prevent 
the onset of the disease, such as reducing risk factors, 
but also at stopping its progression and mitigating its 
consequences once established.

Disinfecting solution Substances that act on the 
microorganisms inactivating.

Disinfection Process through which known pathogens are 
removed, but not necessarily all microbial life forms. 
Application of chemicals that kill almost 100% of germs 
identified on its label.

Disinfection gel dispenser  Container that supplies 
disinfectant gel manually or automatically. 

EPA U.S. Environmental Protection Agency.

Epidemic An outbreak of disease that spreads quickly and affects 
many individuals at the same time.

Exposure To get in contact with an infectious agent or a risk factor 
that can cause a disease.

Facilitation To act in collaboration with individuals or groups 
towards health empowerment through the mobilization 
of human and material resources, in order to promote and 
protect their health.

FDA Food and Drug Administration.

Food safety  Guarantee that a food will not cause harm to the 
consumer when it is prepared or ingested according to 
its intended use and ensuring that the amount of intake is 
adequate. 



Hands care Hygienic measures that lead to hand antisepsis, in 
order to reduce microbial flora (consists in scrubbing 
hands with an alcohol-based antiseptic or washing hands 
with soap and water).

Hands hygiene Any measure taken to clean hands -friction 
with an alcohol-based solution or washing with soap and 
water- with the aim of reducing or inhibiting the growth of 
microorganisms.

Hands hygiene indicator Reason why you should 
perform hand hygiene in a certain situation.

Health The condition of being sound in body, mind, or spirit.

Health communication Key strategy used to inform 
the population on aspects related to health and to keep 
important sanitary matters.

Health condition Description or health measure of an individual 
or population at a specific moment in time, according 
to certain identifiable standards, usually in reference to 
health indicators.

Hygiene Conditions or practices that you perform to keep yourself and 
your surroundings clean in order to maintain good health. 

Hygiene and/or disinfection station Areas with 
the necessary provisions for clients, coworkers or suppliers to 
carry out a correct hand washing or hand disinfection during 
their journey through our facilities.

ID  Identification. 

IHR  International Health Regulations. 

Infectious disease The state produced by the establishment 
of one or more pathogenic agents (such as a bacteria, 
protozoans, or viruses) in or on the body of a suitable 
host. They can be transmitted in a direct or indirect way 
from one person to another.



Innocuous  Free from danger, trustworthy, causing no injury.  

Isolation The complete separation of a person suffering from 
contagious or infectious disease.

LEDS Wash, rinse, disinfect and dry.

Mask or face mask Tool utilized for preventing the spread of 
disease by covering your nose and mouth.

Medical invasive device Any medical device that enters 
the body through a natural opening, or through the skin 
or through a mucous membrane.

Medical unit The stablished area in a place, which provides 
medical and surgical care.

Nebulization Liquid insecticide application that disperses in the 
air in the form of hundreds of millions of tiny drops.

Pandemic An outbreak of a disease that occurs over a wide 
geographic area and affects an exceptionally high 
proportion of the population.

Pathogen A specific causative agent (such as a bacteria or virus) of 
disease. 

PCR  Polymerase chain reaction. Molecular diagnostic 
technique that detects virus RNA in a biological sample 
(usually a nasopharyngeal swab). 

Personal protection equipment Set of elements and 
devices specifically designed to protect coworkers against 
accidents and illnesses that could be generated by their 
work activities and emergency care. In the event that the 
risk analysis establishes the need to use work clothes 
with protective characteristics, this will be considered 
“personal protection equipment”. 

Waste Material that becomes gradually consumed, used up or 
worn away, after having performed a job or operation.

Waste management  The act of collecting and transporting 
materials  (with an intermediate or final treatment), for its 
use, disposal or elimination. 

WHO World Health Organization.



Physical distancing Measures to contain the spread of a virus, such as avoiding 
kisses, hugs, physical contact and maintaining a distance between people.

Quarantine A restraint upon the activities or communication of people or the 
transport of goods designed to prevent the spread of disease or pests. 

Risk areas Areas that carry a risk of infection. They correspond to parts of the body 
or medical devices that must be protected from harmful germs (places with 
a risk of serious infection for the patient), or parts of the body or medical 
devices that could cause hands exposure to body fluids and pathogens 
blood (places at risk of exposure to body fluids). 

Risk behavior Specific behavior that is known to be related to increased 
susceptibility to a specific disease or poor health.

Risk factor Social, economic, or biological conditions, behaviors, or atmospheres 
that are associated with or cause increased susceptibility to a specific 
disease, poor health, or injury.

Sanitize To apply heat or the necessary chemicals to kill most germs on a surface to 
the point that they do not pose a health risk.

SARS Severe Acute Respiratory Syndrome. 

SEMARNAT  Secretariat of Environment and Natural Resources. 

Specimen An individual, item, or part considered typical of a group, class, or whole. 

Suspected case Person of any age who in the last seven days has presented at 
least two of the following symptoms: cough, fever or headache. 

TRIAGE  The sorting of patients (as in an emergency room) according to the urgency 
of their need for care. 

UMA Air handling units.

USA  United States of America. 

SFAU  Specialized First Aid Unit. 

VRF Variable Refrigerant Flow.
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5.1. Hygiene and safety 
recommendations at home and outside 
the workplace

Recommendations for every coworker at Grupo Xcaret, that include the 
basic principles for general hygiene activities to be considered outside the 
workplace and at their home to safeguard their health and to prevent the 
virus SARS-CoV-2 (COVID-19). 



5.1.1. Action plan



5.1.2. Practice health habits 



5.1.3. Arriving home
When arriving home, you must remove your clothes, it is very important 
not to shake them. Keep it in a separate plastic bag or laundry bag, finally 
place it in a container near the entrance door, then take a shower or wash 
your hands and arms.

When it’s time to do laundry, if you are using a washing machine, avoid 
putting to many items in it, so that clothes will have enough space to 
be laundered, besides it is advisable to use plenty of water and more 
detergent than usual. Finally, and if it is possible, dry all laundry in the sun.  

It is advisable to have a plastic box at the entrance of the house, where you 
can put objects that you don’t need, such as: watch, sunglasses, wallet, 
keys, bracelets, cards, name tag, cell phone, etc. After following footwear 
and clothing disinfection protocols, disinfect all the items placed in the 
plastic box, to this effect use a disposable tissue with alcohol or soap and 
water, be careful not to damage them. 

5.1.4. Footwear disinfection
When arriving home, we recommend to disinfect the soles of your 
shoes. You can place a container outside with one liter of water and two 
tablespoons of chlorine, soak the soles before going in, remove your shoes 
and let them dry. You can also use a spray bottle. Ideally the shoes we wear 
outside, shouldn’t be worn inside the house. 



5.1.5. House cleaning and disinfection
If you stay at home, it is recommended to disinfect every day. If you have 
the need to go out, it is advisable to disinfect twice a day, specially things 
that are regularly touched with dirty hands. 

Hygiene and disinfection at home, are key to keep our health at the 
present time. That is why it is important to disinfect every contact surface 
frequently handled. This includes doorknobs, doors, handrails, keys, 
phones, computers, credit and debit cards, etcetera. 

It is recommended to use an atomizer with a chlorine-based solution and 
spray it on a clean cloth, which must be passed over the surface to be 
disinfected. 

5.1.6. Food disinfection
In the event of things acquired at the supermarket, it is recommended to 
have a designated area to clean the packaging, cans and boxes with a 
clean cloth soaked and squeezed with a disinfecting solution. 

To disinfect fruits and vegetables it is advisable to use a special disinfectant 
for this. For a better effect they must be left soaking for the time indicated 
according to the manufacturer of the product. 

5.1.7. Vehicle disinfection
Use a clean cloth, soaked in a solution of two chlorine tablespoons in one 
liter of water, on the most frequently used surfaces such as: car handles, 
doors, steering wheel, car dashboard, stereo, etc. The best thing is to go 
through this procedure after each use. Be careful not to bleach the tapestry. 



5.1.8. Coming back home after walking the pet
If you usually take walks with your pets, it is advisable to clean their paws 
with antibacterial gel or soap and water, before entering the house.
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6.1. Protection equipment and personal 
hygiene protocol

6.1.1. Hand washing and disinfection
Every person should carry out hand washing and disinfection procedures 
frequently, both when their hands are visibly dirty and when they are not, 
before and after eating, after using the sanitary services, touching their faces, 
performing cleaning, smoking, touching any surface or object with which 
another person has had contact with and when they transit from an open area 
to a closed one and vice versa, carrying out the processes recommended by 
the World Health Organization (WHO).

We have placed 70% alcohol-based disinfectant gel dispensers throghout the
facilities, as well as in every sales and service modules or displays, the entrances
and exits of each facility and points of sale.
  





6.1.2. Personal hygiene
Process for a correct and constant personal hygiene when coughing 

or sneezing:
• Cover the mouth and nose with the inside of the flexed elbow or 

with a handkerchief.
• If you use a disposable handkerchief, throw it away immediately 

in the nearest trash can.
• Immediately wash your hands with soap and water.
• Subsequently, disinfect them with 70% alcohol-based disinfectant gel.  



Later recommendations:
• Avoid touching your face, especially your eyes, nose and mouth.
• Avoid sharing personal hygiene or toilet items, as well as eating 

utensils, plates and glasses.
• Avoid nonessential physical contact.

6.1.3. Physical distancing
We encourage a physical distance of 5 ft  between one person and 

another except for members of the same family and/or small groups 
who are enjoying together our experiences, attractions, exhibitions, 
services or accommodation within the facilities. The above implies:

•Reduction of capacity in our facilities, transport and closed, semi-open 
or open spaces, respecting Quintana Roo’s COVID-19 Traffic Light 
Monitoring System. 

•In the acquisition or redemption of any of our products or services, 
where each member of the group or family is not required, the waiting 
line can be made by a single member whom we will call the “head 
member”.

•In the different consumption centers, the tables are arranged for a 
maximum of ten people.

• In the different consumption centers, the tables are arranged for a 
maximum of ten people. 

• In rest and waiting areas we have arranged the furniture with a
minimum distance of 5 ft between each other.
• All personnel working within the Grupo Xcaret facilities procure a
physical distance in rest areas, briefing areas, offices, corridors and,
as far as possible, in the areas of operation. 
• Home office modality is implemented for those coworkers whose
activities allow it.
• We all must refrain from hugging, kissing, or shaking hands with
other people.
• Work meetings are held virtually through technological tools
authorized by Grupo Xcaret, avoiding face-to-face meetings.
• Concentrations of people are avoided in all areas and physical 

distancing is encouraged. 
• All coworkers monitor compliance with the measures that this
compendium of protocols explains.
• The entrances and exits of each business unit should not be located at 

the same point, always promoting physical distancing.



6.1.4. Personal protection equipment
Aiming to safeguard the health of our coworkers, we have assigned 
a personal protection equipment for each of them according to their 
functions, which are provided by their direct managers in accordance with 
the following elements: 





DIRECT CONTACT WITH 
CLIENTS 

NO DIRECT CONTACT 
WITH CLIENTS

Use of face masks

All our coworkers have reusable face masks, one for each day of the week:

Xcaret hotels  and México Destination Club



Art and culture
 Parks and tours

WOMAN MAN WITH MUSTACHE 

MAN WITHOUT MUSTACHE 

CAST

TECHNICAL TEAM 



XCARET XEL-HÁ

DIRECT CONTACT WITH CLIENTS 

Parks and tours



DIRECT CONTACT WITH CLIENTS 

XENSES XPLOR



XOXIMILCO NO DIRECT CONTACT 
WITH CLIENTS 

DIRECT CONTACT WITH CLIENTS 



Hotel guests, members and visitors
In the same way, Hotel Xcaret México grants its guests and vacation club 
members a face mask, strongly recommending its use inside and outside 
our facilities. In the case of parks and tours, there are face masks available 
for sale (disposable and reusable), in the event that visitors do not carry 
theirs in advance, being able to purchase it on board our buses, as well as 
at the ticket booths and the park’s sales modules.



Product suppliers and service providers 

In combined efforts to guarantee everyone’s health, we request the 
use of personal protection equipment from our product suppliers 
and service providers entering the facilities of Grupo Xcaret in 
accordance with the following specifications: 

N95 FACE MASK SURGICAL FACE MASK 



6.2. Transportation and logistics
6.2.1. Fleet vehicles cleaning, sanitizing and 
disinfection
Offering the level of quality and safety that characterizes Grupo Xcaret, 
we established additional safety measures and protocols for cleaning and 
disinfection throughout the transportation fleet. Products approved by the 
U.S. Food and Drug Administration (FDA) and by the U.S. Environmental 
Protection Agency (EPA) are being used, in accordance with the 
recommendation of the World Health Organization (WHO).

In addition to the usual daily washing process of the external bodywork 
and internal cabin of all our land transportation units, we currently add a 
daily nebulization process with high impact disinfectants and with residual 
duration, which guarantees a higher level of safety inside the interior cabin.

Manual disinfection after each service:

After each service performed by our transportation units, the interior cabin 
and all contact areas, such as handles, handrails, luggage racks, service 
tables, armrests, recline mechanisms, seat bases and sanitary service, pass 
through a manual disinfection process. This applies to all transport units 
(touristic, coworkers and airport transfers).

6.2.2. Boarding and transportation protocols

Airport boarding for guests and vacation club members

Aiming to safeguard the health of our guests upon arrival, they are 
requested to use face masks, both for adults and minors, before boarding 
the transport unit, where they are asked to use hand sanitizer. 

In addition to this, our staff disinfects their luggage and a disinfecting 
solution is applied to the footwear before the temperature measurement 
protocol is carried out. If the reading is equal to or greater than 38°C 
(100°F), the guest will be transported on an independent vehicle and upon 
arrival to Hotel Xcaret México, they will be attended by the medical staff.



Boarding for visitors
Before boarding in pick-up areas, the use of face masks is strongly
recommended for both adults and minors. In case the client does not have
one and decides to buy it, our tour guides will have them available for
sale, indicating that before putting it on, they must disinfect their hands,
likewise, footwear, handbags and strollers disinfection is carried out.

Physical distance on board the transportation units

The layout of our tours considers a maximum occupancy within each
vehicle according to what is established by the state government and
relevant institutions.

6.3. Access to facilities
6.3.1. Temperature readings
The temperature measurement is carried out for all people (clients, 
coworkers, suppliers) from the point of first face-to-face contact (boarding 
the unit, turnstiles, lobby, access points to each work area, among others). 
In case the reading is equal to or greater than 38°C (100°F), the right of 
admission is reserved, and the following indications will be provided:

• Hotel Xcaret México guest and México Destination Club members are 
attended by the hotel’s medical staff.

• Visitors are cared for by park medical personnel to make their 
assessment. 

• Employees or third parties are cared for by medical personnel in 
the business unit where they work to carry out their assessment. The 
record is taken and reported to the Human Resources Department 
and direct manager. 

6.3.2. Disinfection on access points
At all access points to Grupo Xcaret facilities, there are 70% alcohol-based 
disinfectant gel dispensers, encouraging hand disinfection in accordance 
with the corresponding protocol.

Access points for clients (visitors, guests, members)
There are mats with the quaternary ammonium disinfectant solution. This 
is renewed according to the influx of customers, or rather the footwear is 
sprayed with the same solution considering what is more convenient and 
practical according to the specific access point. Likewise, the cleaning and 
disinfection of said mats is carried out. 



Access points for coworkers, suppliers and third parties
There are mats with the quaternary ammonium disinfectant solution at the 
access points for coworkers, suppliers and third parties. They are renewed 
every 12 hours, depending on the area, and the temperature measurement 
protocol is applied. 

Regarding the delivery sites of the suppliers, the following guidelines 
have been defined: 

• Mandatory use of personal protection equipment referenced in the 
corresponding protocol.

• To guarantee that the personnel who are working are not part of 
the high risk groups for SARS-CoV-2 contingency established by the 
Ministry of Health and the World Health Organization (WHO), being 
these minors, pregnant women, the elderly, hypertensive, obesity, 
immunosuppressed, heart patients and lactating women.

• Avoid wearing clothing vulnerable to pathogens (sandals, sleeveless 
shirts, shorts).

• Comply with the protocols for temperature readings and footwear 
disinfection.

• Present evidence and protocols that prove that the supplies, products, 
and amenities were previously cleaned and disinfected with products 
that do not affect their composition.

• Prove that the materials and unloading support equipment, as well 
as the presentation of the packaging, comply with the disinfection 
required for the contingency (wooden/plastic pallets, packaging with 
vitafilm, skates, tarps, tanks, boxes).

• Wear a badge, full uniform in good condition and in case of providing 
food, suppliers must have their health card.

• If the supplier requires entering with a vehicle, access will only be 
allowed with a companion encouraging the physical distance protocol.

6.3.3. Bracelets/Wristbands (parks, tours, Hotel 
Xcaret México) 

• The bracelets/wristbands that our clients wear during their stay go 
through a cleaning and disinfection process before use.

• The bracelets/wristbands for our guests and partners do not need to go 
through a prior cleaning and disinfection process as they are made of 
surgical material.

• The facilities cleaning and disinfection protocol is applied to all the 
areas of protection where our bracelets/wristbands are stored.

• Every coworker who distributes the bracelets/wristbands for availability 
and use in the reception area, lockers and sales points comply with the 
protocols of personal protection equipment and personal hygiene, to 
avoid contamination.



• Before placing the bracelets/wristbands on our clients, the hand 
disinfection protocol is carried out and if the client wishes, our 
coworkers carry out the placement of bracelets/wristbands for their 
companions, otherwise we encourage our clients to carry out the 
protocol of hand disinfection.

6.4. Cleaning and disinfection of 
facilities
6.4.1. Disinfection and hygiene stations

Regarding disinfection 
Massive disinfection by nebulization with residual effect is carried out, 
as well as the increase of the periodicity of cleaning on contact surfaces 
in all areas (facing the public and work areas with restricted access for 
coworkers: offices, warehouses, utility vehicles, tunnels, among others), 
maintaining a rigorous control in the records of cleaning schedules.   

Regarding the reduction of contact with objects or elements 
The quantity of non-essential objects, but with high contact with clients 
and coworkers, was reduced from operation,  such as: table tent cards, 
brochures, hand maps and comment logs (which migrate to digital format). 
If any of them are used, they are previously disinfected. Besides, additional 
hygiene protocols for handling towels, cloth napkins, and other linen were 
implemented.   

Regarding hygiene stations 
All hygiene stations have been identified, as well as their signage on the 
APP and park maps, for clients, coworkers and suppliers. 

There are hygiene stations at strategic points distributed throughout the 
facilities, either with hand washing stations or with disinfectant gel stations 
(which are self-service).   

Such strategic points with disinfectant gel dispensers include: 

• Transportation units 
• Entrances and exits to attractions 
• Exhibitions 
• Forums
• Workshops 



• Consumption centers 
• Bathrooms, showers and dressing rooms 
• Constant flow areas of clients, coworkers and suppliers
• Ticket booths, service and sales modules

Bathrooms, showers and dressing roomsMassive disinfection by nebulization 
with residual effect is carried out in all areas and contact surfaces: sinks, doors, 
hardware, mirrors, dispensers, baby changing tables, bars, litter bins, trash 
cans, toilets, showers, keypads, benches, coat racks, among others. 

After and before each use, cleaning and disinfection of cleaning tools is 
carried out, continuing with rigorous records of control of cleaning schedules. 
Each of these sites features disinfectant handwashing soap, disposable paper 
towels and automatic warm air dryers.

Parking lots 
Massive disinfection by nebulization with residual effect in specific areas of 
high circulation aimed for visitors, arrival spaces for our transpotation, external 
and internal spaces for the reception and service of providers, guests, among 
others. 

The parking capacity complies with the provisions of Quintana Roo’s 
COVID-19 Traffic Light Monitoring System, establishing controls with signs 
that promote good hygiene practices and the use of face masks at all times. 



6.4.2. Cleaning and disinfection products
 
Different substances recommended by the WHO and approved by 
the EPA, the FDA and the Ministry of Health are used, all of them being 
biodegradable products and guaranteeing the elimination of filth, bacteria 
and viruses.
schedules. Each of these sites features disinfectant handwashing soap, 
disposable paper towels and automatic warm air dryers.
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6.5 Signaling protocol
There are signs for:

• General hygiene recommendations in areas for clients, coworkers and 
suppliers.

• Procedure of washing and disinfection of hands in areas for clients, 
coworkers and suppliers.

• Encouraging a physical distance  of 5 ft in areas intended for access 
lines, boarding, waiting and/or any area of concentration of people. 
Instructions can be presented in the form of audiovisual, sound, or 
written material. 

• Maximum capacity of people and/or suggestion to maintain physical 
distance in different open and closed areas.

• Specific hygiene measures implemented in certain services such as 
restaurants or activities.

• Hygiene stations at strategic points of the park facilities.
• Physical distancing in lockers and changing rooms of employees.

6.6 On-site emergency care, infirmary 
and transfer to hospital

6.6.1. Recommendations for transfer to the SFAU

There are Specialized First Aid Units (SFAU) for the care of suspected cases 
of COVID-19. These SFUA are located in different places other than those 
that attend to daily cases and are designated for their easy location and 
channeling. 

The following is considered 
• The use of face masks for the visitor or coworker who is being 

transferred.
• Assisted transfer within the facilities by means of a disinfected 

vehicle at the beginning and end of said transfer with the chemicals 
recommended for this purpose.

• Hygiene processes for the coworker in charge of the transfer, as well 
as the use of personal protection equipment.

• To transfer patients with suspected COVID-19 infection, a specialized 
ambulance is used if necessary for the trip to the hospital in agreement, 
to the State Health System or the Mexican Social Security Institute.

• The hospital where the patient is transferred is notified to be prepared 
for care.

• No additional passengers such as coworkers or relatives are 
transported in the ambulance.

• The patient’s belongings are placed in a closed bag and transported 
with the patient in the ambulance. 



6.6.2. Security measures inside the SFAU 
Upon receiving a request for medical attention from a patient with signs/
symptoms of lower respiratory tract disease (cough, shortness of breath) 
the patient is examined by the medical staff, which wears the necessary 
personal protection equipment.

Upon arrival at the SFAU, the following measures are carried out: 

•  Close curtains or office doors. 
• Use of face masks in all patients so that they cover the nose and mouth 

when sneezing or coughing. 
• Cleaning hands with 70% alcohol-based disinfecting gel after contact 

with the respiratory tract or secretions. 
• TRIAGE application, early recognition and control source when a 

visitor or coworker with probable COVID-19 infection enters. 
• Traceability protocol to specifically know any contact history or trip of 

epidemiological risk. 
• Health care workers who come into contact with people with 

respiratory symptoms (without an epidemiological history) apply 
standard precautions during the examination of the patient and 
perform hand hygiene after the removal of their personal protection 
equipment. If there is any hand contamination during the process, 
hand hygiene should be performed again. 

• Scanning equipment is disinfected immediately after use, as well as 
cleaning and disinfecting areas with established chemicals and tools.    

Once the attention on site or at the SFAU is completed, the following 
actions are carried out:

• Personal protection equipment is removed and disposed of in 
accordance with the instructions provided under COVID residue 
handling. 

• The bedding where a suspicious COVID-19 visitor or coworker was 
examined over is placed in a separate bag, properly identified for 
machine washing and disinfection at a temperature of 60°C - 90°C 
(140°F - 194°F) and using laundry detergent. 

• All SFAU are disinfected after each patient. 
• Control and record are kept of each patient attended and the 

corresponding follow-up.
  



6.6.3. Surface disinfection of the SFAU
Surface cleaning in Specialized First Aid Units is done with greater 
attention to high contact surfaces (railings, dampers, door handles). 
Coworkers who perform the cleaning should follow the personal protection 
recommendations intended for this purpose.    

Cleaning in the SFAU is carried out in the following order: 
• It starts from the least dirty areas, progressing to the dirtiest and from 

the highest to the lowest. 
• Cleaning and disinfection are done in one direction only, to avoid 

contaminating areas that have already been cleaned. 
• The highest surfaces are cleaned and disinfected with a cloth/flannel/

towel impregnated with water and detergent, avoiding dispersing the 
dust. 

• Walls, windows, and doors that include handles are cleaned regularly, 
in addition to when they are visibly dirty. 

• Horizontal surfaces including tables, chairs, beds, shelves, and other 
fixtures attached to the wall are cleaned and disinfected with a cloth 
with water and detergent, rinsed with clean water, and disinfected 
with the recommended disinfectant solution. 

• In the event of body fluids spilled on the surfaces they must be covered with 
paper/absorbent material, the paper is thrown away and the absorbent 
material is washed according to the disposition of COVID residue. 

• All cleaning elements are washed and disinfected using the necessary 
chemicals.

6.7. Final waste disposal (identification, handling 
and storage)

6.7.1. Collection center
Department that receives all the waste from the different areas within the 
business unit. Disinfection is established at the main Collection Center on 
a daily basis, with sodium hypochlorite in concentrations of 0.1%, alcohol-
based disinfectants (70% ethanol) for surfaces not compatible with 
chlorine. 

COVID residue
Inside the parks, all those residues of  mask, gloves, napkins, snorkel tubes, 
Snuba mouthpieces, among others, are identified as COVID residue. 
For this reason, residues are collected by the Public Areas Manteinance 
personnel from the containers, disinfecting it before and after the collecton 
and placing it in identified and closed bags. 



Inside the hotels, our guests can deposit waste such as face masks in the 
designated containers located within the facilities.

The containers to deposit this type of waste are identified both in parks 
and hotels and are disinfected daily. 

General waste
General waste is deposited in containers (organic/inorganic) and the 
windows of said containers are frequently sprayed with the corresponding 
disinfecting chemicals. Waste handling is carried out by the personnel in 
charge, wearing the authorized personal protection equipment, closing the 
waste bags for transfer to the Collection Center, without prior separation.

Once in the Collection Center, the personnel in charge of the separation 
must have all the safety equipment required for their work, which includes:

• N95 face masks
• Nitrile gloves
• Rubber boots
• Coat
• Eye protection

6.8. Permanent training to all coworkers
It includes:   

• Quick guides and easy-to-access e-learning material that allows 
permanent and in-depth training in hygiene and disinfection measures 
for all members of the organization. 

• The syllabus includes areas to be covered, products to be used, 
placement, use, removal and disposal of personal protection 
equipment and processes (determining how often hygiene work is 
carried out). 

• Reference guides issued by the WHO of the established protocols.
• In case of having face-to-face training, the capacity will be reduced to 50%.

6.9. Our clients’ responsibility
We suggest that our clients be very careful and take extreme precautions 
if they visit us with someone who is considered part of the vulnerable 
population (over 60 years of age, with special needs, with any medical 
condition, with chronic, pulmonary or moderate to severe asthma, heart 
problems, obesity, diabetes, chronic kidney problems with dialysis and 
liver problems, pregnant women, among others), mainly if these are not 
properly controlled. 



For this reason, we urge you to:
• Request the rescheduling of your visit if you do not feel physically 

well.
• Follow the personal hygiene recommendations and protocols we 

communicate at the beginning of your experience or stay.
• Use of adequate face masks or some other personal protection 

equipment that allows to safeguard your health and everyone else's.
• Approach the First Aid Units (in parks), Doctor’s Office (at the hotel) or 

the SFAU in case you feel physically ill during your stay or let one of 
our coworkers know, they will be carrying out specific actions under 
the established protocols.  

 
Asymptomatic people infected with COVID-19 increase the risk of 
contagion by not being detected, therefore, any interaction carried 
out by our clients with the general public is their responsibility, so 
we cannot guarantee that they will not be exposed to any contagion 
during their stay.

6.10. Supply chain
6.10.1. Merchandise reception and distribution

• All the merchandise received at Grupo Xcaret warehouses and offices, 
as well as those that are distributed within the facilities undergo 
disinfection protocols.

• The merchandise reception areas have corresponding signaling of 
protocols, hygiene stations and physical distance. 

• There is evidence of standardized cleaning and disinfection operating 
processes indicating those responsible for execution and supervision, 
frequency, equipment to be used and date of application. 

• Vehicles that are in unloading areas are removed immediately upon 
delivery of supplies, limiting their stay within our facilities and avoiding 
high concentrations of people. 

• The waste generated by personal protection equipment, packaging 
and waste in general that has been produced during the reception, 
packaging and/or distribution of supplies are deposited in the 
corresponding containers according to the type of waste and as 
mentioned in the final disposal protocol.  

• The vehicles that suppliers enter with to our facilities comply with the 
requirements of disinfected units.



6.10.2. Document control

Our warehouses and storage units comply with the document control as 
follows: 

• Controls in the reception of merchandise from suppliers with 
traceability in inventory records.

• Supplier and transportation checklist.
• Safety sheet of chemical products that comply with contingencies.
• Protocols training and certification in light of COVID-19 pandemic.
• Document control for current fumigation in areas and transports. 

6.11. Cash handling and document exchange
6.11.1. Ticket booths in parks, points of sale and hotel 
reception
All revolving fund bags, pocket change bags, envelopes, file cards, deposit 
vouchers, bracelets/wristbands, cardboard boxes, among others, are 
disinfected by spraying the corresponding disinfecting chemical solution, 
before being handled for validation. 

Cleaning and disinfection protocols are applied to all surfaces and hands, 
both before and after each interaction and exchange of objects that contain 
cash and/or validation documents, office supplies (computer equipment, 
calculator, pens, staplers, among others) and bank terminals.

Even so, our clients are encouraged to apply the hand disinfection protocol 
before, during, and after handling credit cards, IDs, and reservation 
redemption documents.
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7.1. Parks and tours  
Visitors assistance 

• Document validation (identifications, coupons, etc.) 
o They are not exchanged; they are validated at a distance. 

• Sunscreen exchange
o Continuing with the hygiene and safety protocols, sunscreen 

exchange will be cancelled. Bringing chemical free sunscreen will be 
suggested at selling spots in order to keep the ecosystems healthy. 

• Backpack and luggage storage
o It is suggested that the storage of luggage and belongings do not 

exceed the size of our lockers. We protect the suitcases that exceed 
the allowed size in exceptional cases and if the visitor requires it, 
applying the disinfection protocol to the reception of the suitcases 
and they are stored in the ATV office. 



• Pets are not allowed
o Only those that provide a service to people with certain disabilities 

under specific responsibility regulations.

 

• Keys and equipment exchange
o The locker keys and equipment given to visitors are previously 

washed and disinfected. The keys are delivered strategically to 
encourage physical distance, the delivery will depend on the 
arrangement of the locker niches and the daily operation of each 
business unit. 

• Commentary logs
o The visitor accesses the comment logs by scanning the QR code.

• Magical experiences
o Only those that do not require physical contact with the client are 

sustained.
 



• Guided tours
   o Guided tours and Customer support activities are suspended 

until further notice.
• Entrance turnstiles

o Entrance tourniquets are disinfected twice a day. The first between 
8 a.m. and 9 a.m. and the second between 2 p.m. and 3 p.m. These 
operate with the arms down, promoting physical distancing. 

o The validation of minors is maintained, promoting physical 
distance.

o Infant wristbands are currently not provided, avoiding physical 
contact with visitors.

 
Food and beverages  

• Food and beverage reception at restaurants
o We continue applying Cristal International Standards and Distintivo 

H normativity.
o Supplies are received in the designated disinfection area.

• Restaurant seating
o The capacity of diners is reduced according to Quintana Roo’s 

COVID-19 Monitoring System. 
o The distance is ensured at 5 ft between tables. 
o Tables are limited to 10 customers unless the group exceeds this 

numbers, considering they are travelling together.



• Food service
o 70% alcohol-based sanitizing gel stations are placed at the entrances 

of all restaurants. 
o Self-service buffet is discontinued, changing to an assisted buffet 

modality.
o All coworkers wear personal protection equipment and keep personal 

hygiene and physical distance at all times.
• Change in buffet service 

o At their assigned table, previously disinfected, the waiter introduces 
himself and reminds diners that it is an assisted buffet, explaining its 
process. 

o  Sanitized napkins and cutlery are delivered to each diner at their 
table.

o At the food bars, the diner points out what they want, and a Food 
and Beverage coworker serves it, with a single person handling the 
service utensils, same that are changed frequently during operation.

o The physical distance of 5 ft between diners is encouraged in the 
buffet lines.

o The dishes on display are protected with the use of domes or Vitafilm.
o The presentation of the dishes on display is changed to individual 

presentations.
o Trays and tablecloths are washed and sanitized after each service.
o Salt, pepper shakers and menus are disinfected after each service.
o Table settings are simplified to the basic needs: crockery, glassware and 

plaque (without a decoration flower vase and without a centerpiece 
with information).

o Buffet bars are disinfected with high frequency.



• Eating facilities disinfection
o 80° C temperatures for machine washing of crockery or chemical 

disinfection.
o Use of EPA and FDA recommended disinfectants.
o All hall coworkers undergo handwashing protocols.
o Restaurant disinfection before and after every service.

• Personal protection equipment
o Face-shields or glasses, gloves and mask for service coworkers. 

• Food production
o Increased vacuum sealed dish production on a controlled 

environment.

• Groups, events and weddings service 
o All our clients are notified about the Hygiene Protocols established 

by Grupo Xcaret for service, attention and support at groups, 
events and weddings.

o All suppliers and service providers fulfill the established protocols 
to access our facilities.

o Cleaning and disinfecting protocols are applied all through the 
facilities before, during and after the event.

o Client access will be according to the current access to facilities 
protocols.

o In case our clients are offering souvenirs, these will be properly 
cleaned and disinfected before being delivered.

o All support personnel wear the corresponding personal protection 
equipment.

o Photo sessions will only take place in open spaces. 
o Specific protocols by area are applied as necessary.

Optional activities

• Dream Activities
o Deep cleaning and disinfection at the beginning and end of 

operation. 
o Disinfection of the equipment used, the boat and the briefing area 

between each interaction with the visitors. 
o Physical distancing among visitors is encouraged. 
o Capacity reduction according to the activity. 

• Operation of activities: briefing area
o Constant and deep cleaning and disinfecting of briefing areas.
o Clear signaling for physical distancing.
o Control at the entrance of visitors to each module. 
o 70% alcohol-based disinfectant gel available for customers 

provided at the reception of each activity. 



• Safekeeping of belongings 
      o If a locker is assigned, it is delivered clean and with a previously   

disinfected key.
o In the case of transfer bags, they are delivered disinfected and go 

through the same process again after their interaction with a visitor.
o Ozone is used to disinfect the belongings that do not fit in the 

transfer bags (prosthesis, wheelchairs or strollers).
o The transport vehicles for the bags are disinfected by nebulization.

• Offices and warehouses
o Hygiene and disinfection protocols for all established areas.

• Internal consumption
o Videos and infographics with hygiene protocols and prevention 

methods.
o Manual disinfection for surfaces of high contact like handling of 

money, credit cards, etc.
o Controlled timing on access points between groups, couples, and 

families.
o Cleaning and sterilizing of used spaces.

 
Photography  
 

• Photographer areas
o Physical distancing is encouraged,  avoiding direct contact with 

clients, frequent handwashing and gel disinfection.
o Equipment disinfection at least every hour.
o Direct contact with visitor’s is avoided when scanning their 

bracelets/wristbands.

• Technical area
o Handling and maintenance of self-picture spots according to 

hygiene protocols and personal protection equipment.

• Selling points
o Counters and equipment are disinfected at least every hour.

Stores 
• Disinfecting upon the beginning, during, and at the end of daily 

operations considering: 
o Constant disinfection of sales point equipment, computer 

accessories, bank terminals and visitor service bars at least after 
each transaction. 

o Disinfection of furniture on display once a day and washing once a week. 
o Disinfection of merchandise delivery in each use. 



o Use of authorized personal protection equipment.
o Disinfection of contact areas in refrigerators and freezers before 

and after peak visitor flow hours and at least three times during 
the shift.

o Continuous disinfection of all displayed products as well as 
hangers.

• 70% alcohol based disinfectant gel and physical distancing measures 
in all selling points.

• Washable masks, glasses or face shields and individual disinfecting 
gels are available for sale if needed. All displayed models account for 
the required safety grades.

• Client interaction is approached with physical distancing.

• Storage disinfection
o All storage is disinfected at the beginning and at the end of daily 

operation.
o Computer equipment, labelers, and printers are disinfected before 

and after every use.
o Daily disinfection for stored products.

• Product supplying
o Personal protection equipment for all coworkers.
o Established hygiene protocols applied by coworkers.
o Transportation vehicles are cleansed and disinfected after every 

delivery.

• Suppliers support
o Pre-established appointments.
o Temperature scanning upon entering the facilities.
o Hygiene protocols and personal protection equipment before, 

during and after the appointments.
o Physical distancing is encouraged. 
o Cleansing and disinfecting of spaces before and after meetings.

Art and culture
• We count on with: 

o Restrooms, baths and dressing rooms at Gran Tlachco, Foro 
Abierto, Pueblo Maya, and Teatro del Río at Hotel Xcaret México 
for our staff’s proper hygiene.

o Massive disinfection by nebulization with residual effect at forums.
o Physical distancing adapted on our areas and dressing rooms by 

the staff.
o Cleaning and disinfecting of contact surfaces are increased in 

periodicity.



o Cleaning and disinfecting of tools, musical instruments, props, 
audio and video equipment, before and after every shift.

o Disinfection by nebulization on theaters, backstage, hallways, 
rehearsal rooms, common areas, etc., and in other cases, manually 
by personnel.

• Handling, hygiene and disinfection of wardrobe
o Washing and treatment of wardrobe has tripled its frequency and 

is regularly applied in laundry, dry cleaning and hand washing.
o Personnel wears personal protection equipment and gloves or 

70% alcohol-based disinfecting gel continuously.
o A specific area is destined to the airing and ventilating of wardrobe.

• Storage, rental bus, and professional technical equipment disinfection
o All storage rooms are disinfected according to use.
o Disinfection before and after the use of all equipment and booths.



7.2. Hotel Xcaret México
Access to the hotel

• We provide a welcome kit with a washable and reusable face mask, 
as well as 70% alcohol-based disinfectant gel to all our guests upon 
arrival at the hotel, regardless of the transport they have used, as 
well as the protocols for cleaning and disinfecting the footwear and 
luggage that they have previously passed through. 

• If our guests wish to leave the hotel and make use of their personal 
vehicle, it will be properly disinfected before being delivered.

• Coworkers keep their personal hygiene protocols and personal 
protection equipment at all times.

Check-in

• Document and object exchange are limited between guests and 
coworkers, following the corresponding hand disinfecting protocols.

• Equipment (telephones, writing elements, gondolas, etc.) and 
reception counter are disinfected  frequently.

• At the lobby, we offer 70% alcohol-based disinfectant gel dispensers 
that allow the proper hand disinfection.

• Physical distancing protocols are applied from the lobby area, 
separating all furniture. 



• Clear signaling for distancing and always avoiding lines by families 
and children.

• Cleaning and disinfecting of area and objects before, during and after 
every check-in process.

Check-out

• Disinfection protocols for the guest’s luggage are carried out by the 
bellboy division before the delivery and boarding for the hotel-airport 
transportation or for the guest’s private transportation. 

• Hygiene protocols are carried out when removing the guest’s bracelet/
wristband in their check-out process.

Housekeeping

• We invite all out guests to allow us the daily cleaning of their rooms 
without exceptions.

• The rooms’ cleaning and disinfection will be applied through all 
the established protocols. Our coworkers will be wearing personal 
protection equipment, taking personal hygiene measures.

• In addition, rooms’ cleaning and disinfection will go through the 
following protocols.

o Bed making protocol.
o Room ventilation protocol.
o Room verification protocol, using UV light to ensure no fluids or 

signs or contamination remain.

• Using only EPA certified and FDA recommended disinfectants. 

• All the maid’s service carts are prepared for use and have 70% alcohol-
based disinfecting gel for personal use. 

• Room service menu will be digitally available on the room’s TV and 
we only make one notebook and pencil available per room, which will 
not be reused. 

• All rooms are disinfected through a sprinkler every day in short stays 
and alternately on stays longer than five days. 

• All glassware set on rooms is disinfected. 



Public areas

• The cleaning and disinfection protocol is applied in all corridors and 
bathrooms of the hotel. 

• For their comfort and safety, the staff will deliver the required towels 
to our guests.

• Every two hours, our coworkers keep the chlorine concentration in the 
recommended levels at all our pools.

• Lost objects are disinfected and kept in closed plastic bags, labeled 
with its description, until claimed.

Elevators

• We encourage physical distancing in the service of the elevators, 
respecting the maximum capacity of 6 people in the elevators that, 
due to their size, allow it. Outside the elevators there is an automatic 
disinfectant gel dispenser. 



Kitchen

• Each of the hotel’s kitchens keeps the cleaning and disinfecting 
measures as well as the personal hygiene protocols.

• Food preparation goes through the highest standards of hygiene and 
disinfection.

• Safety and hygiene protocols are also implemented from the reception 
and storage of food, guaranteeing the preservation of its quality.

Food service

• Buffet service is assisted by coworkers, keeping the hygiene standards 
and changing silverware at least every hour.

Restaurants

• Guests have at their disposal, a 70% alcohol-based disinfecting gel 
station at the entrance of every restaurant in the hotel for their proper 
hand disinfection.

• The temperature is measured at the access of each consumption 
center.

• Table and chair surfaces are cleaned and sanitized before and after 
each service. 



• Each menu is made available to the guest by means of a QR code. 
• As a part of the table setting, our waiters will hand clean and disinfected 

silverware as well as napkins to every guest at their table.

Beauty salon 

• All beauty salon services are implemented with hygiene and 
disinfection protocols for equipment as well as personal hygiene 
protocols for our coworkers.

Gym

• All equipment is cleaned and disinfected after each use. 
Spa

• The Muluk Spa is certified by SpaCheck from Cristal International 
Standards. This certification is in charge of analyzing and ensuring the 
following: 

o Cleaning and hygiene procedures: Ensures that all aspects of the spa, 
especially treatment rooms and staff, follow an appropriate hygiene 
protocol. 

o Ensures that there are a set of detailed rules related to spa safety. 

o Legionella prevention plan: A prevention plan in which the risk factors 
are detailed, as well as the related roles and responsibilities. 

o Spa infrastructure and maintenance: Ensures that the facilities, design 
and maintenance of the spa are at the highest level of efficiency. 

o Wellness treatments and resources: Guarantees that all treatments are 
of the best quality and that resources such as hot springs are working 
properly. 

o Information for guests: Ensures that guests have all the necessary 
information about the use of the spa, including appropriate medical 
information for treatments. 

o Staff training and procedures: All staff members must be adequately 
trained, in addition to having the necessary accreditations when 
carrying out certain treatments. 

Kids Club

• The bar, telephones, equipment, writing elements, among others, are 
frequently disinfected.

• The temperature taking protocol is applied to each child to grant their access, 



keeping a record of the reading obtained. 

• A pedestal with a 70% alcohol-based disinfectant gel is available for 
hand disinfection.

• All the games are cleaned and disinfected with great frequency. The 
physical distance of the chairs is sought in the theatre area with 5 ft 
between each chair. 

• All areas of interaction with children apply the cleaning and disinfection 
protocol before and after each use. 

Groups, weddings and events

External furniture and table settings

• Facility access protocols are applied to all suppliers and services that 
have been hired directly by the client.

• All equipment required to enter the facilities (structures, table linen, 
glassware, etc.) must be disinfected.

• Room cleaning and disinfection protocols are carried out after each 
event, in addition to once a week. 

• All support personnel wears personal protection equipment 
accordingly.

• Cleaning and disinfecting protocols are applied in the facilities before, 
during and after the event.

7.3. México Destination Club
• Prospect transportation to the sales lounge

o Internal prospects go through the protocol since their arrival to the 
hotel.

• Guest reception
o All our coworkers of member and guest support wear their 

personal protection equipment.
o Invited prospects from external programs are received at the lobby 

where they apply the hygiene and prevention protocols.
o If the temperature scan reads equal or above 38°C (100°F), our 

guests are attended by Hotel Xcaret México medical personnel.
o Every guest is given a welcome kit with a pocket size disinfecting 



gel and a washable and reusable mask.
o Designated bracelets are given to external invitees, following the 

bracelet’s hygiene protocol.
o Capacity is limited to 50% at the reception, registration area and X 

Lounge, considering the proper and clear signaling.
o Gel dispensers are available all along the way.

• Golf cart
o Cleaning and disinfection before and after boarding.
o All golf carts have hygiene and disinfection equipment: 70% 

alcohol-based disinfecting gel, thermometer scanner, atomizer, 
and absorbing tissue to take care of any cleaning that could be 
necessary.

o Before boarding, the driver will request our guests or invitees to 
follow the hygiene and disinfection protocols.

• Sales lounge
o We’ve reduced the capacity by 50% in the sales loung, projection 

hall and Kids Club.
o Attention for couples is limited to two coworkers by table.
o Tables are cleaned and disinfected before and after every 

interaction with guests and invitees. 
o All printed material is cleaned and disinfected before its delivery.
o Every table has its own 70% alcohol-based disinfecting gel.

• Airport, rental and shopping booths
o All México Destination Club coworkers are provided with 

disinfecting gel to apply the protocols after every interaction.
o All concentration envelopes, deposit papers, invitations, etc., are 

disinfected before handling cash for its validation.

7.4. Commercial 
• Concessionaries and sale points

o All our sales representatives have their personal protection 
equipment and apply personal hygiene protocols.

o At sale points, our representatives attend the physical distancing 
protocol, limiting the attention capacity to three people.

o Our offices count with facility cleaning and disinfecting protocols.
o Cleaning and disinfecting protocols are applied at sale points after 

every service.
o Our representatives inform the measures of hygiene and safety 

established by Grupo Xcaret for everyone’s integrity.

• Sale booths
o All our coworkers have personal protection equipment and apply 








