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MESSAGE FROM OUR MANAGING DIRECTOR 

 

Dear friends, 

 

For more than 45 years, Mitsis Hotels has been a unique destination, a tourism pioneer, 

driven by a customer-centered philosophy and the promise of an unparalleled holiday 

experience. The outbreak of COVID-19 has had an enormous impact on our lives, our 

societies and our economy.  

 

Our remarkable efforts to contain the spread of the coronavirus has completely 

transformed our everyday life and now we are expecting to see the seeds that we have 

 our 

country as a case study on international media, with rave tributes by Telegraph, The 

Guardian, Bild, Time, Bloomberg to mention a few.  

 

As a result, Greece is opening season 2023 with optimism and preparedness to welcome 

again visitors from all over the world. At Mitsis Hotels, we are delighted to welcome you 

back, making the most of our unique family touch and impeccable Greek essence to bring 

to life enriching experiences for you.  

 

In the past months, we have worked hard to alleviate the effects of this crisis for our 

adapting to the requirements of our times and excelling in every way possible. Let me 

share with you today how our group has created meaningful action & support for our 

communities, our business networks and our customers. 

 

For our Customers 

Travel safely with us 

Following the outbreak of COVID-19, the safety and well-being of our guests and 

employees are our top priority. With an acute responsibility to provide a safe workplace 

for our staff and carefree holidays to our guests, Mitsis hotels, in consultation with the 

guidelines and recommendations of the World Health Organization, the Greek Ministries 

of Health and Tourism and local authorities, have created a tailored action plan, 

foreseeing all measures, specifications and procedures across all hotel departments to 

address the new COVID-19 and any disease that can be transmitted in the community. Our 

plan, to be continuously updated abiding by new guidance, procedures, or regulations 

issued by the pertinent authorities, is spearheaded by the following 10 guiding principles: 

 

1. Intensified cleaning & disinfection across all high-volume touchpoints & 

guestrooms 

2. Disinfectant dispensers in public areas 

3. High standards of food safety (HACCP) and contactless service at the restaurants 



 
 
 
 
 
 
 

©COPYRIGHT MITSIS HOTELS GROUP 2022         4 

4. 24h operation of F&B outlets to allow ample time & space for lunch & dinner 

5. Online check-in available before arrival 

6. Simple & fast check-in & check-out procedures 

7. PCR testing available on site at extra charge 

8. Doctors on call 24/7 to provide special care to our guests 

9. Weekly self-tests & ongoing training for our compliant staff 

10. Awareness campaign at all hotels 

 

At our hotels, since many years we are meticulously following detailed health & safety 

protocols especially focused on prevention of spread of infection that could be caused by 

any pathogen. Now, we have as our allies sensitized and informed customers and 

informed employees, organized state structure and the best possible vigilance on our 

side. Our staff is unanimously committed to demonstrating their skills. experience, 

responsibility, and compliance to confront the situation and offer our guests not only safe 

and carefree holidays, but their familiar Mitsis experience.  

 

Travel with flexibility to one of our hotels & resorts 

1. the Greek Government intervened in the tourism sector in order to alleviate the 

negative effects of COVID-19. The new law provides that all advanced payment of 

bookings cancelled during 2022 due to COVID-19, shall not be returned but a 

voucher with a value for 18 months will be issued instead. 

2. For 2022 we are extending the expiration date of the vouchers until December 31. 

Within this period, you may use this voucher by making a booking for 

accommodation services in any of our hotels.  

3. All direct refundable or non-refundable bookings for the season 2021 can be 

modified without penalty for future travel. 

4. All refundable or non-refundable bookings for the season 2022 made through 

other platforms/travel agencies should get in touch with the respective platform in 

order to modify their reservation or get the voucher. 

5. For new direct bookings at all Mitsis Hotels, free cancellation policy applies. 

 

For our Business Networks 

As one of the largest hospitality groups in Greece, we lead by example acting with acute 

responsibility towards our partners, our base of friends and our social networks. 

1. We closely cooperate with tour operators and travel agents to offer the best 

service to our clients. 

2. We support our partners and associates to help them manage through constraints 

and strengthen our collaboration to overcome the huge obstacles that have risen.  
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3. We frequently communicate with our base of friends and our social networks, 

building meaningful and supportive content, to bring relief and a positive note to 

your lives through our channels. 

 

For our Communities  

As a trusted partner, visionary sponsor, and proud ambassador of Greece, we invest 

capital, time, and expertise in the progress of our communities, we move forward along 

with our society, we encourage our employees to volunteer, we support initiatives, we 

think and act local, and we care. Our progress is coupled with the development of the 

societies that nurture us.  

 

 

1. We join forces with the Greek government and the local authorities to overcome 

the impact of COVID-19 and ensure health & safety is back on our communities.  

2. We act for life by organizing a national blood donation throughout our 

-19 

patient in need of blood in our local communities. 

3. We widely open our arms to the healthcare community, offering accommodation 

to the frontline heroes of our times, the healthcare workers and the community 

caregivers fighting to contain the COVID-19 disease. Our group donates 10,000 

 all medical workers have a 

clean and comfortable place to stay. 

 

As we are all in this together, I would like to thank you for your continuous support, trust 

and love all these years! Through our journey, we discovered how to reconnect and the 

immeasurable value of taking care of the others. Our sincere wish and all our efforts are 

channeled to coming out stronger. 

 

United we will thrive again, heading out once more for brighter days and safe travels. 

We are looking forward to welcoming you soon with all our heart to our safe and 

protected hotels & resorts under the Greek sun! 

 

Warm Regards, 

 

Stavros Mitsis 

Managing Director - Mitsis Hotels Group 
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1.  VIRUS OUTBREAK RISK ASSESSMENT & PREVENTION PLAN 

 
1.1  GENERAL INFORMATION  

It is difficult to predict instances of illness or outbreak, especially when large numbers 

of people gather in close proximity to one another. 

 

The important factor is to be prepared and the steps needed are: 

• Risk assessment to identify all the possible infection points. 

• Prevention and protection plan 

• Staff training 

• Implementation 

• Review and update of the plan 

 

It is obvious that precautionary measures and the right and sufficient resources 

together with a speedy response can be the difference between a few isolated 

incidents and a full-blown outbreak. 

 

What is an infection? 

 viruses, yeasts or fungi 

that enter into the body. It can take some time before the microbes multiply enough 

to trigger the symptoms of an illness, which means an infected person may 

unwittingly spread the disease during this incubation period. But for most infectious 

diseases, person to person transmission is most likely when the infected person is 

symptomatic. 

 

Instances of transmission can rapidly escalate into larger scale outbreaks which are 

often difficult to control and extremely damaging to health and business alike.  

 

How are infections transmitted? 

Pathogens can spread in a variety of ways and understanding these different modes 

of transmission will help our guests adopt good infection control practices. 

Coronaviruses are present in the respiratory secretions that can be transmitted as a 

spray over 2 meters after coughing or sneezing. This means that the infection can 

occur through contact and inhalation of these droplets. 

 

If infected, people that sneeze or cough can spread germs through tiny airborne 

droplets. These droplets can land on surfaces. Hands and surfaces soiled with nasal 

and throat discharges can then aid the spread of the disease. 
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Contaminated objects, humans, or food 

Cross-contamination carries pathogens from one contaminated place to another. If a 

person is unwell they could carry viruses, bacteria, or parasites. Also, a person does 

not have to seem unwell to be carrying a pathogen. When ensuring pathogens are not 

transmitted, special attention should be paid to hand and surface hygiene. 

 

Main control points  

1. Arrival at the airport in the destination country 

2. Taking transportation to the hotel 

3. Arrival at / departure from the hotel 

4. Access to and stay in the room 

5. Being in / passing through the lobby 

6. Eating at the restaurants and sitting at the bars 

7. Access to and use of the toilets 

8. Access to the pools and beach 

9. Using beach sports facilities 

10. Access to the Gym / Spa 

11.  
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Key touchpoints for hotels 

 

• Lobby / Reception: Reception, tablets, pens, money, credit cards, room 

keys/cards, tables, handrails, elevator buttons 

• Guestrooms: Door handles, switches, remote controls, telephone, room 

accessories (kettles, iron. hair dryer), furniture handles, tabletops, food contact 

surfaces, bathroom handles, toilet seat & flush, shower control, tap, bathroom 

sink, dispensers 

• Restrooms: Door handles, switches, bathroom handles, toilet flush, shower 

control, taps, toilets, dispensers 

• Restaurants: Tabletops, buffets, chairs hard surface, utensils. 

• Kitchens: Door handles, switches, taps, utensils, food contact surfaces, dispensers, 

hand contact areas 

• Gym: Door handles, switches, machine handle and seat, water fountain 

• Swimming pools & beach: Lounge chair mattresses, water sports 

• toys, 

tables, chairs, all the equipment used for kids' worksho

Clubs 

 

How COVID-19 spreads 

• By droplets: when infected people cough, sneeze or talk 

• Touching: contaminated objects or surfaces 

• Person to person transmission: by a mere handshake 

 

 

1.2  GENERAL PREVENTION & PROTECTION POLICIES  

A prevention plan that protects guests and employees while on property aims to put 

our guests at ease and help ensure a positive, safe experience at all Mitsis hotels.  

 

Below please find precautions hotel managers and staff are taking to improve guest 

and employee health and safety:  

 

Action Plan for prevention and protection  

The Management Teams of all Mitsis hotels, in consultation with the guidelines and 

recommendations of the World Health Organization, the Greek Ministries of Health 

and Tourism and local authorities, have created a tailored action plan, with the aim to 

prevent illness incidents, effectively manage those cases and mitigate impact among 

clients and staff, including cleaning and disinfection of rooms occupied by ill persons. 
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This plan is updated, when necessary, as a consequence of new guidance, procedures, 

or regulations issued by the pertinent authorities. 

 

Staff information and training 

All Mitsis Hotels personnel have been provided with information about COVID-19, 

management instructions, as well as extensive ongoing training on Health & Safety 

measures to provide a carefree and safe stay to our guests, implementing the POSI 

guide and all procedures and preventive measures as described in our Hotels Manual. 

 

COVID-19 response teams 

Overall, our hotels will be armed with an internal COVID-19 response team, 
which includes a member from every department. This team should be 
responsible for keeping a pulse on the evolving landscape, continually 
brainstorming adjustments to strategy and presenting to internal stakeholders 
to take action.  
 

 

Our internal COVID-19 response teams were created by those hotels executives 

whose health has been checked (according to the government's plan). 

 

In addition to hotels  response teams, Mitsis head office is standby 24/7 to support 

the hotels and coordinate with local & regional authorities. 

 

Doctors on call 24/7 

24/7 specially commissioned doctors are on call to provide care for our guests. In 

case of a verified case, guests shall be taken to the hospital. 

Mitsis Hotels collaborate with external hospitals and doctor services and the Hotel is 

not responsible for external hospitals 

shall be paid by our guests directly to them and are not included in our charges. 

 

Contingency Planning  

We take all necessary measures and provide sufficient resources to ensure the 

protection of our customers and staff. 

We are checking daily the local authorities  websites for updated guidance to reduce 

spread of COVID-19. 

 

Room service 
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Action Plan in the event of a COVID-19 incident 

A detailed Action Plan has been drafted and communicated across all departments in 

consultation with the Ministries of Health/Tourism and the local authorities to 

determine appropriate actions if a guest or worker presents symptoms of COVID-19, 

as well as how to respond if asked to quarantine guests.  

 

The measures undertaken in the current Handbook are in accordance with the 

measures undertaken by the Greek Government in order to guarantee the protection 

of health and safety of the population.  

 

In particular, the Greek Government has enacted legislation providing a wide range of 

means, necessary to guarantee the protection of health and safety of the population. 

In this respect, people with COVID 19 are submitted to clinical and laboratory medical 

examination, health monitoring, vaccination, medication, and treatment, particularly in 

cases when the competent medical authorities have reasonable suspicions that they 

may transmit directly or indirectly the disease.  

 

In addition, the competent health authorities may impose temporary restriction of 

persons under COVID-19 conditions, preventing contact with third parties, from which 

it could cause transmission of the disease. The measure of temporary restriction may 

be implemented in the guest room for five days and in case of severe symptoms in a 

hospital. Such measures, if decided by the competent administrative authorities are 

obligatory for both the hotel and its guests. Furthermore, Mitsis Hotels will comply 

with any guidelines issued by competent medical authorities or other competent 

administrative authorities and will notify appropriately our guests and personnel. 

 

Awareness Campaign at the hotels 

A comprehensive awareness campaign is rolling out in all our hotels, with health & 

safety measure signs throughout the facilities, as well as information brochure upon 

arrival. 

 

• Detailed manual is available for all guests regarding COVID-19. 

• Note from the Manager in every room 

• Posters throughout the facility with hygiene rules 

• Signs throughout the facility describing ways to prevent the spread of germs 

• Signs at the entrance instructing members not to visit if they have symptoms of 

respiratory infection 
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Monitoring of guests & employees - Log book 

The GDPR allows hotels to process personal data of their personnel and guests, in the 

context of an epidemic, in accordance with national law and within the conditions laid 

by competent EU or Greek authorities (indicatively the EU Regulation EU/2016/679 of 

the European Parliament and the Council of 27 April 2016 on the protection of natural 

persons with regard to the processing of personal data and on the free movement of 

such data, and repealing Directive 95/46/EC (General Data Protection Regulation), 

Law 4624/2019 and all other relevant regulations and administrative decisions).  

 

In this situation of COVID-19, processing is necessary for reasons of substantial public 

interest in the area of public health. Under such circumstances, our hotel will process 

personal data of our guests and personnel, in order to safeguard their health and 

safety as well as the health and safety of all those working or staying in our hotels.  

 

This processing will be limited to what is necessary by Greek Law and will be 

proportionate to the purpose of protection health and safety in our Hotels. In 

addition, all necessary technical and organizational security measures shall be 

adopted, so as to protect the personal data of our guests and employees. For such 

processing, there is no need to rely on consent of individuals, since it is necessary for 

compliance with obligations relating to health and safety at the workplace and to the 

public interest, such as the control of diseases and other threats to health, as 

articulated in Greek and EU legislation enacted, in order to protect all of us against 

the COVID-19 pandemic. Such personal data may be transferred to competent 

medical authorities or doctors, if necessary and according to Greek Legislation. We 

can generally notify our staff or our guests for the presence of a case of COVID-19 or 

suspicious symptoms thereof. However, such notification shall take place in such a 

way that does not in any way, directly or indirectly, identify the data subject.  

 

Notwithstanding the above-mentioned, we may need to inform competent medical 

authorities relating to cases of COVID-19 or suspected threats thereof, particularly 

after their prompt and legal request.  

 

Complaint's handling 

The hotel implements a documented procedure for complaint handling regarding the 

measures and actions related to the COVID-19 disease. The files are kept and re-

examined. 

 

Impermissible behaviors  

The hotel is developing and implementing well-documented guidelines to make it 

clear to all parties involved that negative behaviors related to the occurrence of a 

suspected case of illness are not acceptable. In addition, the hotel reserves all legal 

rights to protect its reputation and employees. 
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1.3 BASIC HYGIENE GUIDELINES FOR GUESTS 

Assuming everyone is potentially infectious 

Good infection control begins with assuming everyone is potentially infectious and 

following proper procedures at all times. The following provides guidelines to 

reducing transmission of infection. 

 

Hand hygiene 

Effective hand hygiene is the greatest single measure that our guests can take to 
prevent the spread of pathogens.  
 

 

Our staff will always help our guests to maintain their levels of personal hygiene by 

ensuring the continuous supply of soap, shower gel, personal care products and 

alcohol-based hand rubs available in common areas. 

 

Respiratory Hygiene 

When you cough or sneeze, you should cover your mouth with a disposable tissue or 

use your elbow. You should dispose of used tissues and perform hand hygiene after 

used tissue disposal. Avoid touching your eyes, nose and mouth with unwashed 

hands. 

 

Personal Protection Equipment (PPE) 

Face masks are optional and provided by the hotel for free to all guests, upon 

request. 

 

In case of symptoms  

If feel well, you should call the reception requiring for a doctor and stay in 

your room. 
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2.  DETAILED PREVENTION PLAN FOR EVERY HOTEL AREA 

 

2.1 INCREASED HYGIENE PROTOCOLS  

Health & safety measures for our employees 

• Increased focus on hand hygiene at all our hotels. 

• Disinfectants applied during routine cleaning of guestrooms, public spaces, health 

club areas and meeting rooms. 

• Staff equipped with appropriate consumables (hand sanitizers, masks, disposable 

gloves, etc.). 

• In case of Covid-19 compatible symptoms the staff will remain at home and a 

thorough health check will be followed according to the epidemiological outlook 

of the local health authorities. 

 

 

2.2 HIGH-VOLUME TOUCHPOINTS 

Public areas 

• Increased cleaning and disinfection across all high-volume touchpoints e.g., WCs, 

entrances/exits, front desk, public areas, as well as exposed surfaces such as door 

handles, card terminals and elevator buttons with anti-bacterial liquids. 

• Provision of dispensers with disinfectant solution at hotel entrances, lifts, WCs, 

restaurants. 

• All cleaning and disinfectant materials used are non-toxic and safe particularly for 

people with allergies. 

 

 

Reception 

• Hand disinfection is indicated after exchanging objects (tablets, pens, money, 

credit cards, room keys/cards) with staff.  

• Reception surfaces are regularly disinfected after the end of customer service. 

• Minimum physical contact between the guest and staff. Guests should pay taxes 

and other services contactless via a credit/debit card. The customers  invoice will 

be emailed or posted to them 24 hours later. 

• Check-in tablets and touch screens will be disinfected after each use. 

• Customers should speak to reception via the phone from their room regarding 

any queries they may have during their stay and prior to check-out. 

•  
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Lobby area 

• The lobby area, at the beginning of the day after being cleaned, will be 

disinfected using the steam cleaner and all the soft surfaces will be passed 

through (living rooms). The same procedure will be repeated frequently during 

the day. 

• Any hard surfaces (handles, tables, glass surfaces, elevators etc.) will also be 

disinfected using an appropriate disinfectant. 

• Daily natural ventilation of lobby and public areas. 

 

Elevators 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Restrooms 

• Every touch point (door handles, switches, bathroom handles, toilet flush, shower 

control, taps, toilets, dispensers) is regularly disinfected in the restrooms. 

• Alcohol-based hand rub will be available in every restroom. 

• Every sink will be well-stocked with soap and tissues/hand drying materials for 

hand washing. 

• Trashcan placed near every exit will make it easy for guests to discard tissues, 

paper towels, etc. 
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2.3 DISINFECTION OF ROOMS 

• Complete disinfection of rooms and bathrooms. 

• Specific sanitation consideration will be paid to the following guest room areas 

using a propriate disinfectant, according to POSI guide: 

o Desks, all hard surfaces, tables, and chairs  

o Phones, tablets, remote controls, and thermostats   

o Doors and doorknobs  

o Electric appliances - fridge, coffee machine and kettle 

o Bottles refilled in the fridge 

o Unused coffee capsules, tea and sugar bags are thrown away 

o Bathroom fixtures, hardware, and handles 

o Bathroom sink, toilet seat & flush, shower control, tap 

o Bathroom vanities, accessories, and dispensers 

o Windows, mirrors, and frames  

o Lights and switches 

o Wardrobes, hangers, and other amenities  

o Hairdryer, iron 
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• Unused disposable items, e.g., toilet paper rolls and cups are discarded. 

• Cleaning staff should not come in contact with guests and should clean the room 

when guests are not in the room. 

• For handling and sorting of linen, the CDC guidelines are strictly followed.  

• Bed linen from customer rooms that may be contaminated are kept in separate 

labeled bags and washed at temperatures > 70 degrees.  

• Bed scarfs and bedspreads are frequently washed, and all furniture made out of 

fabric is disinfected with steam cleaners and disinfectants. 

• All cleaning and disinfectant materials used are non-toxic and safe particularly for 

people with allergies. 

• After guest departure, meticulous cleaning - disinfection (e.g., with sanitizing 

fogger machine) in the rooms and bathroom surfaces in question. 

• Ventilation of rooms after evacuation. 
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2.4 FOOD SAFETY PROTOCOLS 

• 

disposal. 

 

Food safety standards 

• High standards of food safety and hygiene according to HACCP procedures. 

• Chefs and their teams in the kitchens keep all protective measures regarding 

Covid-19 disease and POSI guidelines. 

• Collaboration with certified suppliers. 

 

 

Personal hygiene measures 

• Strict personal hygiene policies for our team members and staff. 

• Entrance to the restaurant is not allowed to sick guests. They will be served in 

their rooms, by room service staff, in accordance with safety instructions. 

• Guests should disinfect their hands with disinfectant gel when entering and 

leaving the restaurant. 

* Regarding the new government guidelines the use of face masks and gloves are 

optional for all guests and staff and will be available for free at the entrance of the 

restaurant. 
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Regular disinfection 

• Disinfection of all restaurants with steam cleaner or sanitizing fogger machine 

including chairs, tables, baby chairs before and after each service. 

• Disinfection of all tables at each sitting. 

• Regular disinfection of surfaces touched by customers and staff (workbenches, 

bars, etc.). 

 

Buffets and shared utensils 

• Coffee machines, soda machines and others and especially the parts that are 

more in contact with the hands of users, will be cleaned and disinfected at least 

after each service and more often if necessary. 

• Children must be supervised by parents at any time in the restaurant and should 

not be allowed to access the buffet by themselves. 

 

Serving & table setting  

• All tableware including condiments, menus etc. and chairs hard surface will be 

cleaned after each customer leaves the table.  

• The cutlery - glasses will be provided at the tables. 
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• Menus will be available through contactless QR Codes. In case guests don't have 

a QR Code app or a smartphone, they can print the menus via monochrome laser 

printers. 

• Sous-plats will be cleaned and disinfected after each sitting. 

 

Bars 

• Bars will be cleaned and disinfected after each service. 

• Especially for bars, provision of individual packaged accompaniments for 

customers' drinks 

 

Room Service 

• Room service staff is provided with gloves, alcohol gel 70%, disinfectant soap, 

microfiber towels. 

• Food shall be delivered without delay and without entering the room or coming 

in contact with the guests. 

• Beverages and other supplies must be cleaned and disinfected externally before 

placed in the fridge. 

 

 

2.5 RECREATION AREAS 

The regular basis of the Entertainment department is to bring the guests together and 

create unforgettable memories due to group activities. During the Covid-19 Pandemic, 

we have found ways of working that are harmless and safe for everyone.  

 



 
 
 
 
 
 
 

©COPYRIGHT MITSIS HOTELS GROUP 2022         21 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Adult recreation  

• Entertainers and guests should sanitize their hands when joining the activities. 

• All surfaces/door handles/sports material are cleaned and sanitized after each 

use. 

 

Swimming pools  

• The operation of swimming pools is completely safe concerning COVID-19.  

• The hotel ensures the meticulous observance and supervision of established 

procedures, frequent recirculation time of water at least every 4 hours during 

daily operation, frequent chlorine measurements to control its levels, water 

change, pH control, etc. 

 

Guests at the pools are kindly requested to follow the rules below, according to 

government policies: 

• . 

• Follow the rules of personal hygiene: wash your hands and take a shower 

frequently. 

• Take a shower before entering the pools. In case you use the toilet, you should 

take another bath before reentering the pool. 
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• Take a foot bath to clean your feet before entering the pool. 

• Wear a waterproof swim cap before entering the pool. Use waterproof swim 

nappies for babies. 

• Always wear your flip flops up to the point of entrance into the swimming pools. 

• Do not enter the pool if you have any skin conditions, such as extensive 

abrasions, blisters, or open sores. 
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Beach 

• Hotels supervise partners for the disinfection of water sports equipment. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Spa & Wellness Centers 

• Sauna, Massage and Beauty Centers provide excellent hygiene practices, 

sufficient dressing rooms, shower rooms and toilet facilities to ensure personal 

hygiene. 

• Adequate handwashing facilities including handwashing basin, liquid soap and 

paper towels/hand dryer are provided to facilitate handwashing for the users. 

• Showering facilities and toiletries including bathing liquid soap and shampoo are 

provided for the convenience of the guests using the facilities. 

• Guests with signs and symptoms of contagious diseases, such as 

skin lesions, respiratory illness or diarrhea will be prohibited from 

the use of the facilities. 
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Health Clubs & Gyms  

Main touch points at the gyms (door handles, switches, machine handle and 
seat, water fountain) are regularly disinfected. 
 

 

• Signs at the entrance instructing members not to visit if they have symptoms of 

respiratory infection. Inclusion of extra signage to ensure members are following 

self-cleaning protocols. 

• Assessment of 

gyms and health clubs. 

• Sanitizer spray and paper towels are available at each end of each row of 

exercise machines, and at least one set in the free weight area.  

• Guests are responsible for cleaning and sanitizing their fitness material before & 

after use. 

• Detailed hand hygiene before and after cleaning workout rooms.  

• Gym and Health Club personnel should monitor their local and state public health 

sources to understand COVID-19 activity in their community to help inform their 

evaluation of individuals with unknown respiratory illness. If there is transmission 

of COVID-19 in the community, in addition to implementing the precautions 
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described above for members with acute respiratory infection, facilities should 

also consult with public health authorities for additional guidance. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Mini Clubs 

Implementation of special cleaning and disinfection protocols to these facilities, 

including cleaning and sanitizing all surfaces/door handles/chairs/tables at least 

twice a day. 

 

Every Entertainer, every kid and all parents need to sanitize their hands when 

joining/entering the kids club. 
 

 

• Everyone must wash hands after using the toilet. 

• No food is allowed in the Kids Club (no fruits, no birthday cake, no candies). 

• Sufficient number of colored pens/pencils for every single child. 

• A visible and easily accessible sign with all information will be placed at the 

playground. 
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Partner outlets 

• Observance of all measures and protocols by our partners who are active in 

hotels such as shops, gyms, car rentals etc. 
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2.6 MAINTENANCE 

Water supply  

• Maintenance of the required water safety and quality levels in accordance with 

health legislation and approval of environmental terms by the authorities. 

 

Swimming pools 

• Swimming pools are cleaned according to a documented system for cleaning and 

disinfecting with chemicals. 

• Pools should not be used by patients or their relatives if staying in the same 

room. 

 

 

Suppliers of goods & services 

• Contractors and suppliers of goods and services follow safe systems of work and 

have systems in place for the prevention of the spread of COVID-19. 

• Delivery of all kinds of goods is subject to the hotel standards and hygiene 

precautions including temperature measurements. 
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Back of house 

• Increased cleaning protocol at the Back of House, such as staff entrance, 

changing rooms, dressing room / washing machines, staff offices etc. 

• All staff uniforms are washed daily after the end of each shift. 

• All product receipts will be made according to the principles of HACCP. 

 

Recycling and disposal of medical supplies - Environmental protection 

The hotel follows the rules of safe disposal and recycling of materials as required by 

environmental standards like ISO 14001 and national and European legislation. 
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3.  FAQ 

  

3.1  GUEST FAQ ABOUT CANCELLATIONS 

What is Mitsis Hotels  cancellation policy for non-refundable bookings and bookings 

with deposit? 

The Greek Government intervened in the tourism sector in order to alleviate the 

negative effects of COVID-19. The new law provides that all advanced payment of 

bookings cancelled during 2022 due to COVID-19, shall not be returned but a voucher 

with value for 18 months will be issued instead. For 2022 we are extending the 

expiration date of the vouchers until December 31. Within this period, you may use 

this voucher by making a booking for accommodation services in any of our hotels. 

In case the cost of the service you choose is lower than the amount you have already 

paid, you will be eligible for a new voucher, corresponding to such difference 

between the actual cost applicable to your new booking and the amount already 

paid.  

 

In case the cost of the service you choose is higher than the amount you have already 

paid, then you are required to pay the difference between the actual cost applicable 

to your new booking and the amount already paid. 

 

How can I modify or cancel my reservation if booked through a travel agency?  

You must contact the travel agency through which you made the reservation.  

 

How can I modify or cancel my reservation if booked through Booking, Expedia etc? 

You must send your request through the online platform you originally made the 

reservation to modify/cancel any reservation.  

 

What if my flight is cancelled and there is no other available flight in the future? 

If you book directly with us at mitsishot

(noting the reservation number of the cancelled reservation), you may modify your 

reservation without penalty for future travel through season 2023. Otherwise, you 

may cancel your reservation. In case you have booked your flight through 

mitsishotels.com, you must contact support@ask2travel.com to get informed about 

the choices you have. 

 

I do not wish to travel; I wish to cancel my non-refundable reservation and get a 

refund. 

In case you have booked through mitsishotels.com, you may modify any reservation 

without penalty for future travel through 2023. Otherwise, you may cancel your 
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reservation and we will provide you with a voucher that corresponds to the amount 

paid by yourself for your booking. In case you have booked through another online 

platform or travel agency, you must contact them directly.  

 

What happens if I am in quarantine and cannot travel? 

For reservations through mitsishotels.com, you may transfer your reservation free of 

charge to any date in season 2023. Otherwise, you may cancel your reservation and 

we will provide you with a voucher that corresponds to the amount paid by yourself 

for your booking. In case you have booked through another online platform or travel 

agency, you must contact them directly.  

Is it possible to transfer my reservation in 2023?  

In case you have booked through mitsishotels.com, you may transfer your reservation 

free of charge to any date in 2023. Otherwise, you may cancel your reservation and 

we will provide you with a voucher that corresponds to the amount paid by yourself 

for your booking.   

 

What measures do you take as a country and as a hotel for the new COVID-19? 

Considering the health and safety of our guests and staff as our top priority, we 

assure you that our integrated Health and Safety plan foresees all measures, 

specifications and procedures across all hotel departments to address the new 

COVID-19 and any disease that can transmitted in the community, in accordance to 

the World Health Organization, the Greek Ministry of Health and local authorities: 

• Intensified cleaning & disinfection across all high-volume touchpoints & 

guestrooms 

• Disinfectant dispensers in public areas 

• High standards of food safety (HACCP) and contactless service at the restaurants 

• 24h operation of F&B outlets to allow ample time & space for lunch & dinner 

• Online check-in available before arrival 

• Simple & fast check-in & check-out procedures 

• PCR testing available on site at extra charge 

• Doctors on call 24/7 to provide special care to our guests 

• Weekly self-tests & ongoing training for our compliant staff 

• Awareness campaign at all hotels 
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The Greek Government has enacted legislation providing a wide range of means, 

necessary to guarantee the protection of health and safety of the population. In this 

respect, people with COVID 19 are submitted to clinical and laboratory medical 

examination, health monitoring, medication, and treatment, particularly in cases when 

the competent medical authorities have reasonable suspicions that they may transmit 

directly or indirectly the disease.  

 

In addition, the competent health authorities may impose temporary restriction of 

persons under COVID-19 conditions, preventing contact with third parties, to avoid 

transmission (or spread) of the disease. The measure of temporary restriction may be 

implemented in the guest room for five days and in case of severe symptoms in a 

hospital. 

Such measures, if decided by the competent administrative authorities are obligatory 

for both the hotel and its guests.  

Furthermore, Mitsis Hotels will comply with any guidelines issued by competent 

medical authorities or other competent administrative authorities and will notify 

appropriately our guests and personnel. 

 

 

3.2  GUEST FAQ ABOUT COVID-19 

How does the COVID-19 spread? 

• By droplets: when infected people cough, sneeze or talk. 

• Touching: contaminated objects or surfaces. 

• Person to person transmission: by a mere handshake. 

 

What is the incubation period of the COVID-19 disease? 

the first contact with the virus and 

beginning to have symptoms of the disease. Most estimates of the incubation period 

for COVID-19 range from 1-14 days, most commonly around 5  7 days. 

 

How long does the COVID-19 last on surfaces? 

The virus that causes COVID-19 can survive on various surfaces. Studies suggest that 

coronavirus may persist on surfaces for a few hours or up to several days, depending 

on the kind of materials. 

Can you contract the COVID-19 disease by touching a surface? 

People can get infected by Sars-Cov-2 just touching contaminated surfaces or objects 

 and then touching their eyes, nose, or mouth. 
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What are the key touchpoints for hotels? 

The key touchpoints for hotels are telephones, tabletops, chairs hard surface, door 

handles, lift buttons, light switches, and gym equipment. 

 

What are the symptoms of COVID-19? 

The most common symptoms are fever, dry cough, shortness of breath, and breathing 

difficulties. In more severe cases infection can cause pneumonia, severe acute 

respiratory syndrome, and even death. The period within which the symptoms would 

appear is 2-14 days. 

 

Is headache a symptom of COVID-19? 

The virus can cause a range of symptoms, ranging from mild illness to pneumonia. 

Symptoms of the disease are fever, dry cough, tiredness, sore throat, and headaches. 

 

What is the recovery time for COVID-19? 

Using available preliminary data, the median time from onset to clinical recovery for 

mild cases is approximately 2 weeks and is 3-6 weeks for patients with severe or 

critical disease. 

 

Can babies get COVID-19? 

We know it is possible for people of any age to be infected with the virus,  

However, there has so far been a low rate of confirmed serious COVID-19 cases 

among children relative to the broader population.  

 

What should you do if you think you have COVID-19? 

If you have fever, cough and difficulty breathing, seek medical care early. Stay home 

if you feel unwell. Follow the directions of your local health authority. 

 

Can COVID-19 spread through food? 

This virus is of the respiratory system and therefore is not transmitted through food 

consumption. Maintaining hygiene and safety rules in food production prevents foods 

from being infected with the virus. 

Is there a vaccine for COVID-19? 

There are already in place new vaccines against COVID-19. All of them provide 

significant protection. 

 

Is COVID-19 new? 

Coronavirus disease (COVID-19) is a new strain that was discovered in 2019 and has 

not been previously identified in humans. 
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Is COVID-19 more severe than the flu? 

This is not clear yet. The transmissibility of Sars-Cov-2 is very high, but we have to 

discover more about morbidity and mortality. It is uncertain to say if COVID-19 is 

more severe than influenza. So, we need more studies and statistics to prove it. 

 

Are masks effective against COVID-19? 

Masks are very effective against Covid-19. Wear a mask if you are coughing, sneezing 

or taking care of a person with suspected Sars-Cov-2 infection. Masks are effective 

only when used in combination with frequent hand-cleaning with alcohol-based hand 

rub or soap and water. If you wear a mask, then you must know how to use it and 

dispose of it properly. 

 

     

See you soon to one of our Hotels & Resorts! 


