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cHIlD-FRIenDly bUsIness

a guidance for business (hotel and restaurant) integrating children’s rights

Foreword

SELLINA PATTA SUMBUNG
Chairperson

Save the Children as one of the initiators of the Children’s
Rights and Business Principles – CRBP is working to realize its
vision of a world where every child attains the right to survival,
protection, development and participation.
In collaboration with the private sector, using the CRBP agenda, we are inspiring
breakthroughs in the way the world treats children and achieving immediate and
sustainable change in the lives of children.
Through Integrating Child-Centred Corporate Social Responsibility Project or ICC-CSR
Project, Save the Children has been improving the capacity of the Indonesian Hotel
and Restaurant Association (PHRI), located in West Java, to encourage its members to
integrate children’s rights into their member’s business operations and strategies.
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A toolkit has been developed with the contribution of academics, the involvement
of several NGOs, the participation of children and youth and the accommodation
of the opinions and experience of hoteliers and restaurants in Bandung, West Java.
The stakeholders have agreed to name this toolkit JUARA or CHAMPION.
JUARA is an abbreviation from the Bahasa Indonesia term that refers to a childfriendly business networking forum.
This toolkit consists of 4 tools of children’s rights integration and 8 tools
that inspire hotels and restaurants in responding to issues and problems that
most frequently arise and impact children’s rights. The four tools aim to assist
hotels and restaurants to develop a policy commitment in supporting and
respecting children’s rights; outline prevention or mitigation needed; describe
the commencement of due-diligence that involves all stakeholders, including
children; and detail the necessary corrective action or remediation. Meanwhile,
the eight tools have been developed to address issues of children following the
CRBP clusters. There are two tools in the workplace cluster, two tools in the
marketplace cluster and four tools in the environment and community cluster.
In all three clusters of CRBP, children are present, involved and affected by the
existing business relations and operations of hotels and restaurants.
Save the Children believes, by using the Toolkit JUARA, the role of hotels and
restaurants in ensuring the support and respect of children’s rights will have
a significant impact in the way children are treated. The toolkit’s long-term
implementation is expected to assist hotels and restaurants in minimizing risk
and increase profits and benefits to the company. As a living document, there
is an opportunity for all related stakeholders to provide evidence-based input to
ensure that the Toolkit JUARA is accepted, utilized and scaled up by the hotels
and restaurant sector initially, and eventually adopted by all other sectors in
the country.
Jakarta, August 2016
On behalf of Yayasan Sayangi Tunas Cilik,
Selina Patta Sumbung,
Chairperson
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Foreword
from Indonesia Hotel and Restaurant Association
West Java Province (BPD PHRI Jawa Barat)

Prosperous greetings for everyone,
JUARA Toolkit is expected to be one of the guides for members
of Indonesia Hotel and Restaurant Association (PHRI) in West
Java Province in raising their awareness on children involvement
in hospitality industry.
Hospitality industry in West Java, particularly in Bandung, has become a part of
everyday life of the community. People are increasingly aware of the importance of
hospitality sector to stimulate the economy of West Java Province. Since hospitality
industry is a part of the people of Bandung, all community members are involved,
including children, particularly in the two main elements of hospitality industry:
accommodation and culinary sectors. PHRI West Java is playing important roles to
ensure that hotels and restaurants provide the best, high quality and safe products
and services.
Products, services and management of hotels and restaurants are inextricably linked.
The combination of high quality of the three elements will allow hotels and restaurants
to become prominent among competitors. Costumers’ demand on high quality
encourages hotels and restaurants to improve and strive for sustainability of their
businesses.
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JUARA Toolkit aims to answer the question of how to improve the capacity of
hotel and restaurant managements in maintaining the quality of their products,
services and management, as well as answering the question of how to provide
opportunities for businesses to involve the community and run child-friendly
businesses. PHRI is grateful for the support from all contributing parties in
developing this Toolkit; it is highly appreciated. Without the contribution from all
parties, no positive impact will be made for the betterment of hospitality industry
and the prosperity of Bandung and West Java.
Bandung, August 2016
Indonesia Hotel dan Restaurant Association
West Java Province

H. Herman Muchtar, S.E., M.M.
Chairperson
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Introduction
The hospitality sector in Indonesia has grown very rapidly
in recent years. There are more than 500 hotels in Bandung
and more than 2,000 restaurants catering to national and
international tourism.
The industry generates significant
low-wage employment.
Business has a significant impact on
children’s lives and on the communities
in which they operate through providing
jobs, resources and services that affect
families and children’s lives. This impact
can be both positive and negative.

The objective of this
toolkit is to support actors
in the hotel and restaurant
sector in respecting and
promoting the rights of
children

”

This includes both preventing harm
actively and safeguarding children’s
interests.
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By integrating respect and support for
children’s rights into the core strategies
and operations, they can strengthen their
existing corporate social responsibility
initiatives while ensuring benefits for
their business.

The toolkit builds on the Children’s
Rights and Business principles (CRBP)
but is adapted to the context and
provides practical guidance to identify
children’s rights issues and integrating
these in the plans, strategies and actions
of the sector.

More specifically, this toolkit will help businesses to:

1

develop children’s rights policy commitment in the
hospitality sector;

2

develop systems for supportive conditions for and protection
of children and young workers;

3

develop child-friendly products, services, marketing and
advertisements;

4

develop responsible engagement with communities,
supply chains and in emergency situations.
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Definition of Key Terms
CC-CSR (Child-Centred Corporate Social Responsibility): corporate commitment
to integrate child rights concerns in their business operations and strategies to find
solutions that will create positive long lasting changes in the lives for children. This
is an umbrella framework that manifests children’s rights policy commitment into
company’s standard operating procedure.
Child: a person under 18 years of age, including unborn (Indonesian Law No. 35 of
2014 on Child Protection).
Child Friendly: programmes, policies, initiatives etc. designed for children or with

their rights in mind.
Child Labour: work that deprives children of their childhood, their potential and their
dignity, and that is harmful to physical and mental development (ILO).
Child Labourer: : a child between the ages of 13 and 18 engaged in economic activity
which may jeopardise her/his health, safety or morals (Indonesian Labour Law No. 13
of 2003). The minimum age for admission to employment is 15 years old (Indonesian
Law No. 20 of 2009 on Ratification of ILO Convention No 138 Concerning Minimum
Age for Admission to Employment).
Children’s Rights: the rights of children set out in the United Nations Convention
on the Rights of the Child and include rights to survival, development, protection and
participation. Four general principles underpin all children’s rights: non-discrimination,
the best interests of the child, the right to survival and development and respecting the
views of the child.
Community: a group of people that know each other or live near each other (local
community) or have other things in common such as interests or beliefs.
Decent Work: involves opportunities for work that are productive and deliver a fair
income, provide security, social protection, rights at work, social dialogue and better
prospects for personal development.
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Due Diligence: comprehensive, proactive process to identify the actual and

potential negative social, environmental and economic impact on children’s
rights of a business’ decisions and activities over the entire lifecycle of a business
activity with the aim of avoiding and mitigating negative impact.
Ethical Dimension: a dimension that works as a system of moral principles
concerning appropriate conduct for an individual or group.
Internship: structured and career-relevant supervised professional work/

learning experience, within an approved hospitality agency/organisation/
corporation, under a direct supervision of at least one practicing hospitality
professional and one faculty member for which a hospitality student can earn
academic credit.
Mitigation: initiatives, plans and policies prepared by a company to prevent the
potential negative impact on stakeholders, including children, as a result of the
business activities.
Policy Commitment: a written statement that sets out the business’
responsibility to respect rights, including children’s rights.
Remediation: the process of providing a remedy for a negative child rights

impact and to the substantive outcomes that can counteract, or make good the
adverse impact.
Responsible Approaches to Child Labour: approaches that support both
direct interventions and to influence those who are responsible for child labour
to fulfil their obligations keeping in mind the principles of ‘best interest’ of a
child. These two roles are inextricably linked.
Responsible Engagement: engagement framework of companies that respects

and promotes the principles of corporate social responsibility and child rights.
Spa Service: a business which provides a variety of services for the purpose of

improving health, beauty and relaxation through personal care treatments such
as hair, massages and facials.
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Stakeholder: a party that has an interest in a company, and can either affect

or be affected by the business.
Standard Operating Procedure: a set of detailed step-by-step written
instructions describing regular recurring activities appropriate to quality
operations.
Supplier: a vendor or party that supplies goods or services for hotel,

restaurant and cafe to run their businesses. Most of it are owned by family and
traditionally managed where children are mostly found working.
Supply Chain: network between a hotel/restaurant and its suppliers to
produce and distribute a specific product, and the supply chain represents the
steps it takes to get the product or service to the customer/guest.
Working Child: a child who does light work to help her/his parents, developing
their skills and responsibility or part of e.g. helping parents do chores at home,
work in the fields, etc.
Young People: persons between the ages of 15 and 24 (United Nations);

persons between the ages 16 – 30 (Indonesian Law No. 40 of 2009 on Youth).
‘Young people’ here may refers to young people as community members, young
entrepreneurs and young people involved in supplier’s business activity.
Young Worker: worker who is above the minimum legal working age and

engaged in economic activity.
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Children’s Rights Issues
Child rights refer to a set of legally binding norms and
standards for the care and protection of children – that apply
to all children at all times in all situations.
The common understanding among
countries is that all children everywhere
have the right to survive and develop,
to be protected from violence, abuse
and exploitation, to have their views
respected and to have actions concerning
them be taken in their best interests.
These universal rights are codified in
a number of legally binding treaties and
international standards as Convention
on the Rights of the Child (CRC),
Convention on the Elimination of All
Forms of Discrimination against Women
(CEDAW), which is particularly pertinent
to the rights of girls and Convention on
the Rights of Persons with Disabilities

”
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(CRPD). In Indonesia, CRC had been
ratified in 1990 through a Presidential
Decree No. 36 of 1990 and this is
manifested on Law No 35 of 2014 on
Child Protection.
CRC principle on children’s rights
covers:
1) Non-discrimination: Article 2 affirms
that States parties “shall respect and
ensure the rights set forth in the present
Convention to each child within their
jurisdiction without discrimination of
any kind, irrespective of the child’s or

On the other hand, the sector can provide
opportunities for training and decent work for
both young people and their parents.

in the Hospitality Sectors

his or her parent’s or legal guardian’s
race, colour, sex, language, religion
political or other opinion, national,
ethnic or social origin, property,
disability, birth or other status.”
2) Best interests of the child: Article
3 states, “In all actions concerning
children, whether undertaken by public
or private social welfare institutions,
courts of law, administrative authorities
or legislative bodies, the best interests
of the child shall be a primary
consideration.”
3) Life, survival, and development:
Article 6 states that “every child has
the inherent right to life” and the States
parties “shall ensure to the maximum
extent possible the survival and
development of the child.”
4) Participation: Rather than being
affirmed by a specific article of the
Convention, children’s right to have
their views heard and respected in
matters concerning them according to
their age and maturity is guaranteed by
a wide range of provisions. At national
level, children should have education
and vocational training before they
start working.

Rights of Indonesian children based on the
UN CRC are the following:
1. Right to play
2. Right to education
3. Protection from all forms of violence
4. Preservation of identity
5. Registration, name, nationality, care
6. Right to food
7. Right to health and health services
8. Right to leisure
9. Right to equality
10. Right to participation in development
The State is the duty bearer on children’s
rights and the rights are also the
responsibility of all parties including
business sector and civil societies.
Children are involved in the hospitality
sector in many ways such as:
• Children of employees
• Trainees or interns
• Young workers
• Children working in the supply chain
• Child customers
• Children in the surrounding community
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Children face various issues and risks
such as the risk of child labour, working
excessive hours, accidents in the work
place, risk of sexual abuse, etc. On
the other hand, the sector can provide
opportunities for training and decent
work for both young people and
their parents.
Save the Children encourages
the hospitality sector to promote
corporate social responsibility and put
children and young people at the centre
of their commitment by considering
children’s rights throughout their
business engagement.
At national level, children should have
education and vocational training
before they start working. However,
it is commonly recognised that children
from an early age are working in the
supply chain supporting the operations
of the hospitality sector without proper
education and training. Relevant
regulations have been launched by
government, but at implementation
level there is not much evidence of
corporate policy commitment.
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Children’s rights issues in the hospitality
industry cover many issues such as
safety, protection and empowerment.
It also relates to children’s rights to
survival, development, participation
and protection.
These rights must be addressed at
corporate level in strategy, plans and
daily operations.
It may be costly if companies only
address children’s rights in a sporadic
way. On the other hand, addressing
children’s rights issues has a business
value that can promote reputation and
branding of companies that can again
lead to sustained business development.

Children’s Rights and
Business Principles (CRBP)
Children’s rights are an essential investment
in our sustainable future. Safeguarding these
rights helps build the strong, well-educated
communities that are vital to creating a
stable, inclusive and productive business
environment.
A business that integrates respect and
support for children into its strategy and
operations generates benefits for children
and society; and it can generate real
benefits for business as well. Positive action
for children’s rights can build reputations,
improve risk management and enhance the
social licence to operate – including gaining
and maintaining the support of the people
who live and work where the business is
conducted.
The Children’s Rights and Business Principles
identify a range of actions that all business
should take to respect children’s rights – to
prevent and address any adverse impact on
children’s rights, as well as measures to help
support and advance children’s rights which
all business entities are encouraged to take.
Ten principles identify actions for all
businesses to respect and support children’s
rights. Principle 1 outlines three core actions
to be taken to achieve this corporate
responsibility to respect children’s rights –
policy commitments, due diligence measures
and remediation.

The remaining nine Principles encourage
business to implement these core actions
by considering the impact on children of
all their activities and their relationships
related to the workplace, marketplace,
community and the environment.
1. Meet their responsibility to respect
children’s rights and commit to
supporting the human rights of children
2. Contribute to the elimination of child
labour, including in all business activities
and business relationships
3. Provide decent work for young
workers, parents and caregivers
4. Ensure the protection and safety of
children in all business activities and
facilities
5. Ensure that products and services are
safe, and seek to support children’s rights
through them
6. Use marketing and advertising that
respect and support children’s rights
7. Respect and support children’s rights in
relation to the environment and to land
acquisition and use
8. Respect and support children’s rights in
security arrangements
9. Help protect children affected by
emergencies
10. Reinforce community and government
efforts to protect and fulfil children’s
rights.
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The Toolkit’s Structure
There are 12 tools in this toolkit that are grouped
in four parts:

Community &
environmentrelated tools

The
integration
tools

Workplacerelated tools

Marketplacerelated tools

The integration tools should always
be used in combination with other
tools. The other tools will be used
gradually as decided by the company’s
stakeholders. The company’s
stakeholders will set targets to
gradually use all tools.
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Where to start in the tool kit will depend
on the situation. It is important to start
with the most urgent needs.The company’s
stakeholders will set targets to gradually
use all tools. Where to start in the tool kit
will depend on the situation. It is important
to start with the most urgent needs.

and How to Use

The integration tools
a

How to develop policy commitment to child rights

B

How to integrate policy and commitment into actions

C

How to conduct evaluation and report on the policy
commitment performance to stakeholders

D

How remediation measures are conducted as a part of
corrective action

Workplace-related Tools
E

How to promote internship programmes in hotels and
restaurants that support the provision of decent work

F

Protection of children and young workers
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The Toolkit’s Structure and How to Use

Marketplace-related Tools
g

How to promote responsible products and services for
fulfilling children’s rights

H

How to promote responsible marketing and advertising

community and environment-related tools
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I

Engaging community and environment
in a responsible manner

J

Respect children’s rights in security arrangements

K

Protection of children in emergency situations

L

How to engage supply chain in a responsible manner
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How to Develop Policy
Commitment for Child Rights
Tool A is for identifying children rights
violations and the process of addressing these
through developing a policy commitment.
Global children’s rights as reflected in related convention, national laws and local
regulations are fundamental sources for companies in setting up the policy commitment
addressing children’s rights issues. In addition to this, cases within business facilities and
value chains that might hamper children’s wellbeing are also a reference for companies
developing policy commitment. The policy commitment will encourage companies to
comply with regulation that support and respect children’s rights.

Objectives

1
2
3

To assist hotels and restaurants to:
understand and identify children’s rights issues
in business operations;
understand policy commitment;
develop the company’s policy commitment

Common Problems
Amongst hotels and restaurants, several good practices in addressing
children’s rights have been identified. However, these initiatives are
incidental and more likely marketing-related since children are mostly
engaged as customers. Hotels and restaurants should develop policy
commitment on child rights to anticipate negative impact of the hotels’ and
restaurants’ safety and security of products and services, to avoid making
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A/ How to Develop Policy Commitment for Child Rights

children victims of pornography and sexual exploitation practices and
to support elimination of child labour practices within its supply chain.
However, it is quite challenging to identify hotels and restaurants that
have publicly announced their policy commitment on children’s rights.

Practical Steps
Step 1

Identify children’s rights issues in the business operation
It is important to explore the potential issues relating to children
by asking key questions:

1. What are the issues of business’ decision and activities that can

impact children of the employees, young workers, child customers
and children who live in the surrounding area of the hotel or
restaurant that are related to their rights to survival, development,
protection and participation?

2 . What are the issues related to the products and services of

hotels and restaurants that may harm children of the employee,
children as customers, young workers and children in the
community?

3. What issues are faced by children related to the business
strategy and staff behaviours in the hotel and restaurant?
These issues should be identified in consultation with affected
children and other relevant stakeholders. It should be taken into
account that girls and boys may face different issues and risks.
There may be more than one issues identified. The most important
issues, problems and needs must be prioritized and addressed
urgently while others will be addressed later with clear target date
and written in the business strategy plan.
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Step 2

Understand policy commitment
Based on an understanding on the issues facing children, the company
should develop a policy commitment. A policy commitment is a written
statement of companies that sets out the business’ responsibility to
respect rights, including children’s rights. It must serve as a minimum to
address safety and protection risks to children posed by the business
facilities and staff in the course of business activities.
The policy commitment must ensure that activities and facilities of the
company are not used for abusing, exploiting or harming children and it
must be made clear to staff that the business has a zero tolerance policy
for such harmful activities. The policy can also include a commitment
to employment for young people through internships and jobs, welfare
services for children of employees, pregnant and young mothers, support
to the community, etc.
The policy could be in the form of a stand-alone policy, or it could be
included in a broader document, such as a code of ethics or business
principles. It could also be a policy statement that is published on the
company’s website. It is recommended to translate the policy into
Standard Operating Procedures (SOP), which is useful instrument to
communicate the policy and help workers carry out routine operations.

Tahap 3

Develop company’s policy commitment
There are two processes of policy development: top down (from
regulator or government agencies to company) and bottom up (casebased approach on addressing prevention and treatment). The company
may choose which one is suitable. It is important to ensure that the
policy is accepted by both the company management and employees.
When developing or reviewing the company’s policy, the company’s
stakeholders should be involved, such as head of department, general
manager, board of directors, president director, commissioner or owner.
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a/ How to Develop Policy commitment for child Rights

The company can follow these steps to develop the children’s right policy
commitment:
Top down

Bottom up

Review children’s rights related
regulation, laws and standards at the
global, national or local level

Identify and assess steps or
mechanisms that the company
performs in addressing negative
impacts of business activities to
children

Assess the company’s regulation to
see whether board of directors/owner/
senior management has already
determined children’s rights-related
decision or policy, or to see children’s
rights-related business process.

Review and revise existing steps or
mechanisms and align them with
children’s rights-related regulation,
laws and standard

If Yes, align them with children’s
rights-related regulation, laws and
standard

Consult the revised mechanism
with senior supervisor then draft
it to be a policy commitment. The
commitment should be concise, sharp
and clear representing the company’s
commitment to eliminate negative
impact on business to children’s rights.

If No, develop policy commitment to
ensure that the company complies
with and supports children’s rightsrelated regulation, laws and standard

Senior supervisor consults draft of
policy commitment with the board of
directors/owner/senior management
to be endorsed as company’s policy
commitment.

Ensure that directors/owner/senior
management and related stakeholders
endorse the policy commitment
To operationalize the children’s rights policy commitment, the company needs
technical guidance, SOP or working procedure that is commonly used amongst
departments in hotels and restaurants. Translation of company’s policy
commitment into SOP will be further elaborated in Tool B.

references
Annex 1 : Ten Principles of CRBP
Annex 2 : Child Safeguarding Policy of Save the Children
Annex 3 : Policy’s Statement on Human Rights
-Starwood Hotel & Resort
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B
“

How to Integrate Policy
		and Commitment
into Actions
Tool B is used to translate the policy commitment
into Standard Operating Procedure (SOP).
A SOP which is translated from policy commitment is a SOP that can prevent
negative impact of business activities when children are involved as stakeholders.
Analysis on impact of departmental function and special consideration on child
sensitive elements (safety, protection, comfort and empowerment) should be
conducted in developing a SOP that reflects the company’s commitment to support
and respect children’s rights.

Objectives

1

To assist hotels and restaurants to:
understand the business value of children’s rights policy commitment
if turned into action

2

translate policy commitment regarding fulfilment of children’s rights
into company development strategy.

Common Problems

1
2
3
4
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Often policy commitment and business interest are not aligned
Limited understanding and capacity of the company to integrate policy
commitment into action
The SOP has not been implemented consistently so that there are still
numbers of potential cases of children’s rights violation
Often the SOP is not developed based on policy commitment that
supports and respects children’s rights

B/ How to Integrate Policy and Commitment Into Actions

Practical Steps
Step 1

Translate policy commitment into SOP that support
and respect children’s rights
The most challenging task is how to translate the policy commitment in
relation to child rights within the SOP or technical working guidelines
which cover child sensitive elements (protection, safety, comfort and
empowerment). It is because children’s rights have not been an important
matter to be considered by the company even though children are
involved in various business activities. In addition, the policy commitment
will only give positive impact to the company if it is translated into a
long term business strategy. The company needs to translate policy
commitment into a SOP in order to ensure that children’s rights
integration effort could be done in alignment with the long term business
strategy. In the local setting, a SOP that is translated from policy
commitment should be developed by various departments (such as F&B,
HR, Housekeeping, Marketing, CSR, etc.) considering analysis of the
impact of departmental function towards children’s rights.
Impact analysis of a child friendly policy can be done by analysing the
linkages between the policy commitment and departmental functions.
The closer the linkages between departmental function and children’s
rights in a company, the more necessary for that department to develop
SOP that supports and respects children’s rights.
To translate the policy commitment into SOP, the company can follow
these steps:
•
The board of directors assign person(s) in charge to develop
technical guidance to translate the policy commitment
•
Identify departments in the company that might be prone to
children’s rights violation cases which become focus in the policy
commitment
•
Are there any data or report related to children’s rights violation
cases? If yes, in which department? And how was the response?
•
Identify the availability of regulation or person(s) in charge that is
responsible to handle children’s rights violation cases
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•
•
•

•

Set up a committee that consists of persons in charge from all
departments which are prone to children’s rights violation. This
committee will be in charge to align the SOP with policy commitment
If there is no SOP in the department that might violate children’s rights,
then develop a new SOP translated from the policy commitment
If there is already a SOP in the department, then make sure to review and
revise it to prevent children’s rights violation in the future. In revising the
SOP, ensure that the company considered child sensitive elements (safety,
protection, comfort and empowerment)
As a SOP that supports and respects children’s rights, ensure that the
implementation becomes a part of the performance appraisal of the staff
that is held responsible for it.

It is important to also include affected children in the review process. Feedback
after the testing will be inputs to the SOP

Step 2

SOP Sensitization
Once the SOP is revised, it is ready for dissemination to all staff in all
departments. It is important to ensure that departments where children and
young workers are mostly affected are properly briefed. Children and young
workers must also be briefed and made aware of all elements of the policy
including access to confidential reporting of concerns.
Various media and channels can be used for this process. It is recommended
to use a mix of media and channels (morning briefing, regular department
meeting, regular training, etc.) to create awareness, knowledge and positive
attitudes. Person(s) in charge need to ensure the internalization of SOP, so
employees, managers and owner have knowledge and ability to practise
the SOP.

Step 3

SOP Implementation (planning and execution)
Before the SOP is implemented, ensure the message is clear and the procedure
is specific (avoid an ambiguous message that can be interpreted differently,
too many options that make readers confused), define who will be involved,
who will be affected and who will monitor and evaluate. Make sure to have a
briefing session to personnel of each working group before execution.
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Step 3

Monitoring the implementation of SOP
Once the hotels and restaurants have launched their SOP, it must be operated
by staff in all daily business processes. No matter how comprehensive and
perfect your implementation plan is, it will not be useful if it is not applied.
Therefore, monitoring should be in the plan too. There are some methods
for monitoring, such as periodic audit, direct monitoring by leader/manager,
incorporating it with performance appraisal, 360 degree or peer review,
mystery guest and spot check.

References
Annex 9 : Media Channels
Annex 10 : SOP Implementation Plan
Annex 11 : 360 0 Peer Review
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C
“

How to Conduct Evaluation and 		
Report on the Policy Commitment
Performance to Stakeholders
Tool C can be used to evaluate the
performance of the policy commitment and
the SOP which results are reported to the
stakeholders.
The evaluation is useful to assess the impact of policy commitment and SOP
in strengthening the role of businesses through corporate social responsibility
programmes, which support and respect child rights.

Objectives
To assist hotels and restaurants to:
conduct evaluation of the company’s policy commitment and 		
SOP performance;

1
2

communicate the evaluation results of the company’s
policy commitment and SOP performance to stakeholders

Common Problems
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1
2

There are no clear evaluation methods for policy commitment

3

Impact assessment of company’s policy on children has not 		
become a tool to be used by company independently

For smaller companies, stakeholders are not well informed
of policy commitment and SOP performance towards child 		
rights issues

C/ How to Conduct Evaluation and Report on the Policy Commitment
Performance to Stakeholders

Practical Steps
step 1

Conducting evaluation of company’s policy commitment
Policy commitment performance evaluation can be conducted by
looking at:
•
How many SOPs are produced or revised as a result of
translating policy commitment
•
Impact assessment of policy commitment through analysing the
increasing or decreasing trend of cases related to child rights
infringements
•
Periodic reports submitted to stakeholders. Such reports also
function as a medium of communications with stakeholders where
companies get feedback
As something translated from policy commitments, SOP is crucial to
be evaluated in terms of its performance. Without a useful SOP, the
policy commitment is going nowhere. Performance of SOP can be
evaluated by:
•
•
•

Providing a checklist to see if the SOP is fully operational
Assessing and building organisational capacity of relevant
departments to carry out technical procedure in the SOP
Putting in place a complaint mechanism and providing counselling
service in case of child rights infringements

Evaluation is needed to check whether or not the SOP has been
effective in changing business behaviour to respect and support child
rights. There are a plenty of ways to do this: a complaint mechanism
that is followed up with analysis and continuous corrective actions;
performance management of staff; and client satisfaction survey.
Consultations with the affected children will also provide evidence
of impact.
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It is recommended to also identify the business company’s stakeholders, what
role they can possibly play, how they should contribute to improving profile of
the company in terms of fulfilment of children’s rights. A simple method of a
Venn diagram might be used for this purpose. Annex 13 shows an example of
this diagram.

Communicating Policy Commitment and Procedures
to Stakeholders
An important step after evaluating performance of the policy commitment and SOP
is to communicate the results to internal and external business stakeholders. The
company can use different reporting media to different stakeholders in accordance
with its business relational patterns. Annual report and sustainability report for
international agencies, government and shareholders, promotional flyers for
consumers, press conference and reports published on the company’s website are
a few examples.
Report of evaluation results of policy commitment and SOP performance is one of
the communication channels for the company to communicate with its stakeholders.
Stakeholders can share their opinions and feedback based on their respective
capacities that will enable companies to undertake corrective action against its
policies or SOP. Further discussion on corrective actions will be explored in Tool D.

References
Annex 12 : Client Satisfaction Survey
Annex 13 : Diagram Venn for Stakeholder Analysis
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C/ How to Conduct Evaluation and Report on the Policy Commitment
Performance to Stakeholders

”

The company can use different reporting
media to different stakeholders in
accordance with its business relational
patterns.
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D
“

How Remediation Measures
are Conducted as a Part of 			
	Corrective Action
Tool D is used to develop short and long term
corrective action.
Corrective action or remediation is conducted by the company to respond to
cases of business activities that may negatively impact children’s rights; and/or
to address feedback from stakeholders upon the company’s policy commitment
and SOP performance evaluation report. Remediation shall involve children and
young people as the most impacted parties.

Objectives

1
2

To assist hotels and restaurants to:
understand the importance of corrective action
conduct continuous corrective action.

Common Problems
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1

No written remediation plan found developed by hotels and 		
restaurants to anticipate negative impact from business’s strategy
and activities

2

No communication channel available that enables stakeholders
conveying input encouraging the company to develop remediation
plan

3

Remediation is incidental and short term in nature

D/ How Remediation Measures are Conducted as a Part of 		
	Corrective Action

Practical Steps
Understanding the importance of corrective action
There can be issues that affect children in the business process.
These can be urgent issues like accidents that require immediate
action or longer term issues such as management of young
workers, welfare policies, etc. Corrective action must be made
to ensure that children are properly treated, their rights are
respected and negative impact on children is reduced. The
company must be ready for this situation, which is called
remediation.
Corrective action is a continuous process. It will be repeated many
times to improve the company’s daily business practices until all
the principles of CRBP are implemented by the company and fully
translated into its business plan.
To have effective corrective action, the company must prepare a
remediation plan, which consists of both immediate responses and
long-term action. It is important to make sure that all departments
and staff are involved in developing the remediation plan. By
developing the plan across divisions and with participation of all
staff, all aspects of correction will be understood and endorsed by
staff. This process must also include children and young workers.
It is important to listen to the voices of affected children or young
workers to ensure that the relevant actions are performed.
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The steps to develop the remediation plan are as follows:
1. Immediate response is an immediate action of the company
responding to urgent issues (e.g. accidents)

a. Action is taken in the specific case both for the affected child and the
adults involved, if any
b. Assign focal points for easy tracking to execute the corrective actions
2. Long-term action

a. Reviewing the existing policy (SOP)
b. Confirming staff’s understanding of the SOP across divisions
c. Identifying the policy gap (either at the policy itself or the implementation)
d. Defining the solution such as SOP amendment or revision.

References
1.
2.
3.
4.

ARCTA Chain hotel, ISO 9002
Halal Food Certification
Law No 20 2003 on National Education System
Ministry of Tourism NO PM.30 / HK.201.MKP / 2010 on Guidance on
Prevention of Children’s Sexual Exploitation at Tourism Environment
5. Law No 23 on Children Protection. Revised by Law No 35 Year 2014
6. West Java Local Regulation No 5 Year 2006 on Children Protection
7. Kota Bandung Local Regulation No 10 Year 2012 on Children
Protection
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	Corrective Action
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38/

E - How to Promote Internship Programmes in Hotels and
Restaurants that Support the Provision of Decent Work

42/

F - Protection of Children and Young Workers

Workplace-Related

		Tools

E
“

How to Promote Internship
Programmes in Hotels and
Restaurants That Support the 		
Provision of Decent Work
Tool E is used to develop a protocol for
promoting internship programmes in the
hospitality industry
This tool gives a general overview of the involvement of young people and
children in hotels and restaurants to be managed in accordance with existing
laws and regulations.

Objectives

1
2
3
4

To assist hotels and restaurants to:
understand the situation of child labour, working children,
interns and young workers;
understand the importance of decent work for children
and young workers;
understand the importance of internship programme;;
develop a system to recruit interns.

Relevant CRBP principle
Principle 2: Contribute to the elimination of child labour,
including in all business activities and business relationships.
The corporate responsibility to respect includes respect
for the rights in the International Labour Organisation’s
Declaration on Fundamental Principles and Rights at Work.
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E/ How to Promote Internship Programmes in Hotels and Restaurants
That Support the Provision of Decent Work

Common problems

1

Children from the community who are requested by
parents to work as an informal learning process

2
3

Young workers placed in divisions that require them
to work beyond their capacity

4

Parents who are not informed about the rights and
responsibilities of children working as interns in the
company

5

Interns of vocational programmes who do not get
proper opportunity to use their knowledge and their
skills

6

Interns who work over the limits of working hours
(>8 hours)

7
8

No compensation for extra hours for the intern

Possibility of abuse and harassment from guests and
senior employees

Interns who are treated as workers in terms of
responsibilities but have less rights
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Practical Steps
Mitigation Action
Interns can be engaged through an agreement (MoU) where the
parent as the 2nd party represents the intern

Due Diligence Method
The MoU is signed by the parents, school/college and the company
Distributing the copies of MoU to the intern and her/his parents

Remediation Action
Reviewing an existing SOP for staff recruitment and assessing
whether the procedure is suitable for intern recruitment process.
If it is not, then add more relevant points in it. If the SOP is not
available, the company must prepare it exclusively for the intern.
Appointing focal point on managing trainees, briefing the person
properly and building his/her capacity. In many companies, this
function will be held by HR manager.
Establishing a confidential complaints mechanism for interns/
young workers

References
Annex 14: Intern Recruitment Process
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E/ How to Promote Internship Programmes in Hotels and Restaurants
that Support the Provision of Decent Work
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F
“

Protection of Children
and Young Workers
Tool F is used to develop a protective environment
for children and young workers when they are in the
hotel and restaurant environment.
This tool offers alternative solutions to protect the rights of children and young
workers, including women workers and pregnant women, which eventually
creates a conducive and productive working situation.

Objectives

1
2

To assist hotels and restaurants to:
understand protection of children and young workers;
develop a system for protecting children and young workers.

Relevant CRBP principles
Principle 3: Provide decent work for young workers, parents and
caregivers. The corporate responsibility to respect includes: Providing decent
work for young workers and being responsive to the vulnerability of young
workers above the minimum age for work. The corporate commitment to
support includes: providing decent work for young workers and providing
decent working conditions that also support workers, both women and men,
in their roles as parents or caregivers.

Principle 4: Ensure the protection and safety of children in all business
activities and facilities. The corporate responsibility to respect includes
addressing safety and protection risks to children’s rights posed by business
facilities and staff in the course of business activities. The corporate
commitment to support includes developing and implementing a child
protection code of conduct.
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F/ Protection of Children and Young Workers

Common problems

1
2
3
4
5
6
7
8
9
10
11
12
13

Young workers who work over the limit of 8 hours without extra payment
Less payment of young workers compared to other full-time employees
Women employees are not entitled to menstruation leave instead of sick leave
Pregnant employees are not supported with proper time for antenatal
care and rest without reduction in their salary
Employees with young children are not facilitated with sufficient maternity
and paternity leaves or with day care for the children
Interns and young workers are vulnerable to sexual harassment, abuse
and exploitation. Considering the growth of commercial sex trade in Bandung
Excessive working hours especially night work makes interns and
young workers, particularly female, vulnerable
Mixed rest rooms or locker rooms for male and female workers
Female employees who are lactating are not facilitated in terms
of breastfeeding her young child
Mixed rest rooms or locker rooms for male and female workers
Interns and young workers with disability do not get chance to work
in the company or to get proper protection considering the limitation
and the difference
Employees who are caregivers are not facilitated
Child customers without proper care are vulnerable to sexual exploitation,
abuse, trafficking and violence
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Practical Steps
Mitigation Action
Working hours and types of works should refer to the Indonesian Labour
Law (Act 13 of 2003) and law on the ratification of the ILO Worst Forms
of Child Labour Convention (182 of 1999 and 1 of 2000):
•
Interns should not have direct contact with guests
•
Interns wear exactly the same uniform as the staff
•
Safety and resilience training for interns and young workers (to
avoid situations that can lead to sexual and other forms of abuse)
•
Company does not oblige interns to work overtime at night
(11 pm – 5 am) and provides shuttle service to facilitate young
workers if working at night
Company provides a special room for breastfeeding employees in
accordance with Government Regulation 33/2012 about exclusive
breastfeeding; and if possible child care facility for 0 – 36 months old
Company provides decent wages, including for young workers
and convenience for women employee to check their pregnancy,
menstruation leave without cutting annual leave or being accompanied
by sick leave, and maternity leave equal to or more than the applicable
employment law (Law No 13/2003)
Company with at least 100 employees must hire employees, including
young workers with disabilities by also providing protection in
accordance with the type and degree of disability and the working
capacity in accordance with Law of person with disability No. 8/2016
Company provides facilitation to reduce the risk of violence, sexual abuse
to young workers and interns (dressing room and toilet/latrine separated
between men and women)
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F/ Protection of Children and Young Workers

Due Diligence Method
Checking reports on attendance and duration of staff working hours
Crosschecking the information with other divisions (finance, security
guard and administration)
Appointing focal point with responsibility for handling cases
Conducting functional complaint mechanism
Conducting periodic monitoring by supervisor
Conducting regular observation of department(s) by HR Department
where the interns and young workers work
Conducting consultation session facilitated by HR Department or
the focal point
MoU for the internship should be signed by the intern/parent(s),
the school/college and the company
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Remediation Action
Reminding the supervisor
Providing shuttle car to transport young worker or interns
Providing payment for young workers in accordance with laws/ regulations
Reviewing the existing SOP of working hours and incentive
Conducting case handling by focal point and referral to professionals
if necessary
Conducting counselling services to be provided in case of harassment
Crosschecking the reports confidentially, verifying reports of harassment by
focal point and reporting to higher level management. Take action towards
the offenders. There are three levels of action:
•
Soft reminder: management verbally reminds staff of the violation
and agrees on agenda of improvement as well as skill and knowledge
upgrading (training, orientation and learning session)
•
Notice Letter : management delivers letter of notification to staff
•
Dismissal
Reviewing the internship programmes and recruitment of young workers
and related human resources/staff

References:
1. Law No 23 on Children Protection. Revised by Law No. 35 Year 2014
2. West Java local regulation No 5 Year 2006 on Children Protection
3. Kota Bandung Local Regulation No 10 Year 2012 on Children Protection
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we understand and sign working agreement when
we attend internship program
we work in the permitted time by law
and we are not employee
we want to be able to go to
school and play like others
CRBP Youth Forum

53

Marketplace-related
Tools

50/

How to Promote Responsible Products and Services
for Fulfilling Children’s Rights

54/

How to Promote Responsible Marketing and Advertising

G
“

How to Promote Responsible
Products and Services
for Fulfilling Children’s Rights
Tool G is used to develop a responsible mechanism
in the provision of products and services
This tool offers alternative solutions to protect the rights of children and young
workers, including women workers and pregnant women, which eventually
creates a conducive and productive working situation.

Objectives

1
2

To assist hotels and restaurants to:
understand the business value of child-friendly 		
products and services;
setting up responsible provision of child-friendly
products and services.

Common problems
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1
2

Hotel or restaurant facilities which are not yet
safe and inclusive for children as consumers

3

There are suppliers of hotels and restaurants 		
that violate child’s rights

There are still products and services of hotel 		
and restaurant which are not child friendly

G/ How to Promote Responsible Products and Services for
Fulfilling Children’s Rights

Relevant CRBP principles
Principle 5: Ensure that products and services are safe, and
seek to support children’s rights through them. The corporate
responsibility to respect includes ensuring that testing and
research of products and services likely to be used or consumed
by children is conducted in line with relevant national and
international standards, ensuring that products and services
for children or to which children may be exposed are safe and
do not cause mental, moral or physical harm. The corporate
commitment to support includes taking steps to maximize the
accessibility and availability of products and services that are
essential to children’s survival and development.

Practical Steps
Mitigation Action
Ensuring that there are staff/guards-in-charge in the areas prone to
incidents for children and/or placing signs for children’s safety
Activating child-lock/parental control feature for TV channels and
internet
Ensuring that the company’s facilities and amenities are safe for
children (no pointy part in furniture, cabinets and wall shelves,
so it is not easily knocked over, equipping electricity plug socket with
cover or putting it above the child’s reach, and providing the anti-slip
bath tub, etc.)
Ensuring that hotel and restaurant buildings and facilities are accessible
for children with disabilities
Providing lactation room, child care services and child’s meal and
beverage;
Conducting refresher training for suppliers about the company’s
policy commitment
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Due Diligence Method
Conducting spot-check in the areas prone to incidents for children (parking
areas, swimming pool, kitchen and rest room)
Conducting effective complaint management which are accessible, interesting
and child-friendly
Providing ramp, handrail, toilet, wash basin, etc. which function well and
accessible for children and children with disabilities
Checking and listing devices/things needed by parents/guardians who might need
support for specific parenting activities (e.g. blender for making porridge, special
dietary requirements, etc.)
Forming case management and rescue team
Conducting first aid and rescue training for security guard
Conducting simulation of fire handling and evacuation

Remediation Action
Handling incidents by trained security guards and referring to focal point
for further action
Reviewing the existing SOP and policy statements and defining whether actions
for mitigation and due diligence are fully stated
Evaluating whether employees have understood the SOP and policy statement
and have capacity to respond to it
Reviewing functional systems and mechanisms and ensuring that the response
team is well-equipped to manage cases and able to respond quickly
Conducting spot-check to suppliers
Conducting impact analysis

58

g/ How to Promote Responsible Products and services for
Fulfilling Children’s Rights

reference
Annex 15

: SOP Impact Assessment

children’s rights and Business
Principles (crBP) is not selling,
its about branding
Dasep Heriansyah

–

CSR Manager Sariater Hotel dan SPA
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H
“

How to promote responsible
marketing and advertising
Tool H is used to develop a responsible
protocol in marketing and advertising.
The company will acquire information on ethical dimensions in developing the
marketing and advertising; how to cooperate with the marketing and advertising
vendor; how to treat children in a responsible manner if they are involved in
marketing and advertising activities

Objectives

1
2
3

To assist hotels and restaurants to:
understand business value of child-friendly advertising
and marketing;
understand ethical dimension of marketing and advertising;
understand the provision of child-friendly advertising
and marketing.

Common problems

1
2
3
4
60

Children of customers, employees or relatives who are used as
models for advertisement without informed consent agreed and
signed by parent
Business marketing that harms child rights such as advertisement
of alcohol provided in the restaurant which is easily read and 		
accessed by children
Advertising of Spa services which are considered as pornography;
Using children as objects to attract customer

H/ How to Promote Responsible Marketing and Advertising

Relevant CRBP principles
Principle 6: Use marketing and advertising that respect and support

children’s rights. Ensuring that communication and marketing do
not have an adverse impact on children’s rights. This applies to all
media outlets and communication tools. The corporate commitment
to support includes using marketing that raises awareness of and
promotes children’s rights, positive self-esteem, healthy lifestyles and
non-violent values.

Practical Steps
Mitigation Action
Sensitizing employees, company, vendors and casual workers on child
safeguarding policy
Providing a mechanism for preventing, reporting and handling promotion
and advertisement that violate children’s rights
Ensuring that there is a customer relation officer who understands and
knows the presence of advertisements which violate children’s rights and has
the appropriate skill in handling complaints of children’s rights violation

Due Diligence Method
Organising continuous orientation on child safeguarding policy
Conducting internal audit for materials and tools for marketing
and advertisement
Supervising the promotion vendors when they are organising
promotional event(s)
Conducting effective complaint management which is accessible,
interesting and child-friendly.
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remediation Action
Cancelling or terminating contracts with marketing or advertisement
vendors who do not respect children’s rights
Investigating promotional events and vendors which are prone to children’s
rights violation
Performing continuous education on child protection; as well as ethical
advertising and marketing to vendors and prospective vendors

financially investation
to integrate children’s
rights into business
is not expensive.
Time commitment is
needed to monitor
this effort.
General Manager Mason Pine Hotel Bandung

62

H/ How to Promote Responsible Marketing and advertising

Save our children,
Save our Business
Hesti Irmawati – Owner Hotel Pilatus Bandung
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	Community and
Environment-related Tools

60/
64/
68/
72/

I - Engaging Community and Environment in a Responsible Manner
J - Respect Children’s Rights in Security Arrangements
K- Protection of Children in Emergency Situations
L - How to Engage Supply Chain in a Responsible Manner

I
“

Engaging Community
and Environment in a 		
Responsible Manner
Tool I is used to develop a protocol of the
engagement pattern of the hotel and restaurant
with the community, especially children, who live in the vicinity of the company
and the society in general. This tool will strengthen the social license of the hotel
and restaurant activities.

Objectives
To assist hotels and restaurants to:
understand that children are important stakeholders
in the community

1
2

set up a mechanism to engage community and environment
in the business process

Common problems

1
2
3
4
5
6
66

The building or expansion of businesses has not considered
possible reduction of the public space for children to play
Some businesses are blocking access to public areas
(beaches, hills, etc.)
Lack of access to safe and clean water for children living in the 		
vicinity of the hotel/restaurant due to excessive use of water
at the hotel/restaurant
Waste which is polluting environment surrounding restaurant
or hotel
Road safety
Lack of opportunities for local community to benefit
through employment

I/ Engaging Community and Environment in a Responsible Manner

Relevant CRBP principle
Principle 7: Respect and support children’s rights in relation to the
environment and to land acquisition and use. The corporate responsibility
to respect includes respecting children’s rights in relationship to the
environment and respecting children’s rights as an integral part of human
rights considerations when acquiring or using land for business operations.
The corporate commitment to support includes supporting children’s rights in
relationship to the environment where future generations will live and grow.

Practical Steps
Mitigation Action
Implementing water treatment system
Reducing excessive water use and other energy consumption
Implementing proper waste management installation and system
Creating job opportunities for community
Providing an alternative public space which is accessible for children in the
environment surrounding the company (playground, etc.)
Providing adequate parking space
Developing a plan and work to become “environmentally-friendly hotel”

Due Diligence Method
Conducting spot-check and supervision using checklist regarding the use of clean
water and other energy; waste management and pollution; and parking lots
Conducting regular community meetings, including children, to consult on business
development plans particularly when the plan requires more land use and to get
community feedback on environment impact of business
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Remediation Action
Distributing clean and safe water to the community
Improving the system of waste and pollution management
Providing spaces for children for play and recreation
Reopening community access to hill or beach or forest that belongs
to public
Reviewing relevant SOP and identify the gap, revise SOP or develop
new SOP and reformulate company commitment if necessary
Conducting refresher training employee and other relevant party to
improve their knowledge, attitude and relevant skills in respect of the
SOP and policy commitments

”
68

Conducting regular community meetings,
including children, to consult on business
development plans particularly when the plan
requires more land use and to get community
feedback on environment impact of business

I/ engaging community and environment in a Responsible Manner

reference
Annex 16: Eco-friendly Business: Case Study

In the initial step, business
understand children’s rights by
providing resposible products and
services. Later on it moves to
protection of children, to ensure
their comfort and safety.
– Artwin Bunarni, PHRI Working Group

69

J
“

Respect Children’s Rights
in Security Arrangements
Tool J is used to develop a security protocol to
encourage hotels and restaurants to improve their
capacity in contributing to the prevention of child
trafficking and sexual exploitation.
With this tool, hotels and restaurants will get an overview of how security
arrangements can also be used to protect company’s assets.

Objectives

1
2

To assist hotels and restaurants to:
understand security issues of children and young workers;
develop a system for protecting children and young workers.

Common problems
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1

Security arrangements of hotel/restaurant which are ineffective in
preventing sexual exploitation of children

2

CCTV set by company is a double-sided instrument. It can be
used to protect children and young workers (as well as adult 		
persons) if catching suspicious incidents prior to harassment,
trafficking, abuse and violation; but it can also be misused for
criminal activity

3

Very strict security system has potential to create social division
between people inside hotel/restaurant and ordinary people living
surrounding hotel/restaurant

4

Some hotels operate security procedures that might violate 		
children in some ways, for example using dogs, security guard 		
wearing army look uniform or even being armed

J/ Respect Children’s Rights in Security Arrangements

Relevant CRBP principles
Principle 8: Respect and support children’s rights in security
arrangements. The corporate responsibility to respect includes respecting
children’s rights in security arrangements. The corporate commitment to
support includes supporting children’s rights in security arrangements.

Practical Steps
Mitigation Action
Preparing a procedure for identifying, reporting and referring incidents to prevent
children from sexual exploitation practices in hotel/restaurant
Refusing guest(s) who might involve in child sexual exploitation practices and
report the incident to the authority
Organising capacity building programme, particularly for security, front office,
sales/marketing department and travel agent/vendor regarding child sexual
exploitation and trafficking practices
Building networks with relevant authorities, professionals and NGOs which might
have capacity and ability to support

Due Diligence Method
Preparing a checklist for the front office department to ask the details of children
who come together with adult guest(s)
Organising regular meetings with the networks and get updates
Regularly checking the CCTV and analysing it with respect to children and
clients for internal purpose only
Rotating security guard duty time and post; and evaluating their regular
performance
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Remediation Action
Giving immediate response to the victim and referring to professional
support for case management
Reporting to relevant authorities in case of any security violation
by guest(s)
Raising awareness on child trafficking to the corporate/board
of directors/owner
Reviewing relevant SOP and identify gaps. Then, revise SOP or develop
new SOP and reformulate company commitment if necessary
Conducting refresher training for employees and other relevant parties
to improve their knowledge, attitude and skills in respect of the SOP and
policy commitments
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Sowing seeds of support and respect
for the rights of children today,
the hospitality industry will reap
the benefits in the future
RH. Widodo -- Sekretaris Umum
Indonesia Hotel dan Restaurant Association (PHRI)
West Java Province
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K
“

Protection of Children in 		
	Emergency Situations
Tool K is used to assist hotels and restaurants
developing an emergency response that
considers the specific needs of children in emergency situations in the work place,
in the vicinity of the work place and in other vulnerable places prone to disaster.
This tool considers child sensitive elements in building the capacity of ERT team
to assess, respond and conduct recovery and post disaster activities for children
impacted.

Objectives

1
2

To assist hotels and restaurants to:
understand children’s rights in the emergency situation;
set up protection mechanism of children’s rights
in emergency situation.

Common problems

74

1

Disaster management facility (fire) which does not function 		
optimally (expired firefighters, the smoke alarm and sprinkler 		
which are not working optimally, Emergency Response Team is
not on standby, etc.)

2

Children affected by disaster are not supported by the company
(hotel and restaurant)

3
4

Some companies who are not ready to respond if the area 		
surrounding the business is affected by disaster

5

The company does not build community readiness and resilience
in emergency situation

The community has no capacity for emergency preparedness 		
which affects children as the most vulnerable group

K/ Protection of Children in Emergency Situations

Relevant CRBP principle
Principle 9: Help protect children affected by emergencies. The

corporate responsibility to respect includes respecting children’s rights
in the context of emergencies. The corporate commitment to support
includes supporting the rights of children affected by emergencies.

Practical steps
Mitigation Action
Ensuring that fire extinguisher, smoke alarms and sprinklers are ready
and well-functioned
Providing information about ‘what to do by guests’, the signs of evacuation
routes and assembly point to be available in all rooms and to be accessible to
everyone, including children, interns, young workers, children with disability, etc
Disseminating the procedures of fire and earthquakes cases handling to
customers and employees
Installing the signs emergency response (ER) systems, such as assembly points,
evacuation routes, emergency exits, and safety guidelines in case of fires and
earthquakes
Providing contingency stock for emergency response which is evaluated
and updated at least once every six months
Organising an Emergency Preparedness Plan (EPP) that is child friendly,
with trained staff for emergency response and available equipment
Building the team’s capacity in emergency response, particularly to rescue
children and children with disability
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Facilitating and empowering the community surrounding the company
to be able to identify potential disasters, to develop community-based
early warning system, to list and update children in the community; and
to be ready for emergency response
Disseminating procedure of fire and earthquake case management to
customers and employees
Building network with Taruna Siaga Bencana-Tagana (Emergency
Readiness Youth-initiated by Ministry of Social Affair) and BPBD
(District Emergency Response)

Due Diligence Method
Conducting regular simulation of evacuation and action related to
fire and earthquakes as the most probable disaster to happen
Putting up signs related to the ER, such as meeting points, evacuation
routes, emergency exit doors, placard of safety from fire and
earthquakes
Regularly reviewing and organising community simulation on
evacuation and action in response emergency

Remediation Action
Calling Tagana and/or BPBD for assistance
Providing space at the hotel as temporary shelter, facilitating public
kitchen and drinking water supply for survivors, or facilitating childfriendly space (CFS) to support children’s activity when evacuated
Reviewing the EPP, staff capacity, availability of equipment and
contingency stock
Raising awareness on ER and EPP to the corporate/board of
directors/owner
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K/ Protection of Children in Emergency Situations

Reviewing relevant SOP and identify the gap, then revise or develope
new SOP and reformulate company’s commitment if necessary
Conducting refresher training for employees and other relevant party to
improve their knowledge, attitude and skills in respect of the SOP and policy
commitments

References
Annex 17: Hotel Fire Safety for Staff: Teaching Guide
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L
“

How to Engage Supply Chain
in a Responsible Way
Tool L is used to inspire hotels and restaurants to
disseminate the company’s policy to support and
respect children’s rights to their suppliers.
This tool supports the company to develop a business relationship pattern which
is mutually strengthening to ensure that children involved in supplier’s business
activities are responsibly handled.

Objectives

1
2

To assist hotels and restaurants to:
understand that children are important actors in the supply chain;
set up child-friendly supply chain system

Common problems
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1
2
3
4

There are some hotel/restaurant suppliers running their business by
ignoring ethics which respect the rights of children in advertising
and marketing

5

Termination agreement with vendor is seen to distract business
daily operation, especially small and medium-sized companies

6

In some companies, cooperation with specific vendors is requested
by community leaders as compensation for operating business in
the area

Children may be involved as child labourers in the supply chain
Excessive pressure on vendor to deliver at low price may lead
them to engage in child labour
Vendors may exploit young workers with excessive working hours
and low pay

L/ How to Engage Supply Chain in a Responsible Way

Relevant CRBP principles
All principles 1-10 are relevant to be applied in supply chain.
Principle 10: Reinforce community and government efforts to

protect and fulfil children’s rights. The corporate responsibility to
respect includes not undermining government efforts to protect
and fulfil children’s rights. The corporate commitment to support
includes considering undertaking strategic social investment
programmes for children.

Practical steps
Mitigation Action
Conducting training to the existing vendors on child-friendly company
policy commitment
Preparing an attractive-design page of company policy commitment to
children’s rights and distributing it to vendors
Requesting that vendors sign the child rights policy before cooperation
agreement or purchase order is signed and monitor the adherence
Developing responsible exit plans if young children are found in the
supply chain
Mentoring vendors in developing/formulating its own policy commitments
Disseminating company’s policy commitment to public
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/Community and Environment-related Tools

Due Diligence Method
Assessing whether vendor has sufficient capacity to meet the target
requested by company
Assessing vendor business operation for compliance with company’s
policy commitments
Planning and organising sustainable community development
programmes based on company’s potential and insert it as business
strategy and plan
Regularly reporting the implementation of company policy
commitment on children’s rights as CSR activities and as contribution
of the company to the national and regional government development
target by involving other stakeholders (government, media,
communities, vendors and other companies)

Remediation Action
Reminding vendors to comply with company’s policy. For existing and
potential vendors, explore gaps and work with company to improve
vendor’s ability to meet the requirements of company
Encouraging vendors from the industry surrounding the company,
even though it is home industry. They are easier to monitor and the
community will get economic value
Designing sustainable community development programme for
accessible employment opportunity and supply chains from the
community surrounding the company
Reviewing relevant SOP and identify the gap
Revising SOP or develop new SOP and reformulate company
commitment if necessary
Conducting refresher training for employees and other relevant
parties to improve their knowledge, attitude and skills in respect of
the SOP and policy commitments
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L/ How to Engage Supply Chain in a Responsible Way

References
Annex 18
Annex 19

: Issues and Concerns Related to Supplier
: Steps to Enforce Community for Sustainable
Development Programme
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Annexes

Annexes
Annex 1: Children Rights Business Principles (CRBP)
The United Nations Guiding Principles on Business and Human Rights represent a
milestone in the business and human rights discussion. However, recognizing the
need for stronger visibility of children’s rights, Save the Children, the United Nations
Global Compact and UNICEF joined forces to develop the Children’s Rights and
Business Principles released in 2012, to give business a clear idea of where and how
their business might impact children. Children’s rights and business principles set out
business action to respect and support children’s rights. There are 10 Children’s Rights
and Business Principles (CRBP) which are formulated based on children’s involvement in
business process to assist company and its vendors and supply chain anticipate adverse
impact of the business:

1.Meet their responsibility to respect children’s right and commit
to support the human rights of children
Actions for all business includes:
a. Recognizing the core principles underpinning children’s rights
The Convention on the Rights of the Child outlines basic entitlements and freedoms
that apply to all children without discrimination, and has four core principles that
should underpin any action concerning children, whether taken by governments,
parents, communities or the private sector. These four core principles are: the
best interests of the child; non-discrimination; child participation; and survival
and development.

b.Meeting the responsibility to respect children’s rights.
This requires avoiding the infringement of children’s rights and addressing any
adverse impact on children’s rights with which the business is involved. The corporate
responsibility to respect applies to the business’s own activities and to its business
relationships, including but not limited to those activities and relationships identified
in subsequent Principles. In order to meet this responsibility, all business should put
in place appropriate policies and processes, as set out in the Guiding Principles on
Business and Human Rights endorsed by the United Nations Human Rights Council.
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c. Making a commitment to support the human rights of children.
In addition to respecting children’s rights, business can have a significant role in
supporting children’s rights throughout their activities and business relationships. This
may be through core business activities, strategic social investments and philanthropy,
advocacy and public policy engagement, and working in partnership or other collective
action. Opportunities to support children’s rights will often be identified through
a business enterprise’s human rights due diligence processes, including through
consultation with children and their families, as well as with appropriate experts in
children’s rights. Voluntary action in support of children’s rights must be in addition to
and not a substitute for action taken to respect children’s rights, and should be guided
by the core principles of child rights.

d.Becoming a champion for children’s rights
Business is encouraged to promote children’s rights, these Principles and related best
business practices, including among suppliers, business partners and peers.

2. Contribute to the elimination of child labor, including in all
business activities and business relationships
The corporate responsibility to respect includes respect for the rights in the
International Labour Organization’s (ILO) Declaration on Fundamental Principles and
rights at work.

Actions for all business include:
a. Eliminating child labour.
Do not employ or use children in any type of child labour. Establish robustageverification mechanisms as part of recruitment processes and ensure that these
mechanisms are also used in the value chain. Be aware of the presence of all children
in the workplace. In removing children from the workplace, measures to ensure
protection of affected children, and, where appropriate, decent work for adult
household members should be pursued. Do not put pressure on suppliers, contractors
and subcontractors that are likely to result in abuses of children’s rights.
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b. Preventing, identifying and mitigating harm to young worker young
and protecting them from work that is prohibited for workers under
18 years old or beyond their physical and psychological capacity.
Prevent, identify and mitigate harm to young workers and protect them from work
that is prohibited for workers under 18 years old or beyond their physical and
psychological capacity. Protect children from hazardous work, which is likely to harm
their health, safety and morals. Prevent and eliminate work-place hazards or remove
children from such workplaces. Children in hazardous work should be removed
immediately from the source of the hazard and protected against loss of income as a
result of such interventions. Be mindful that children of working age may face different
risks in the workplace than adults, and that girls may face different risks than boys.
Respect, in particular, children’s right to information, freedom of association, collective
bargaining, participation, non-discrimination, privacy and protection from all forms
of workplace violence – including physical, mental and other humiliating punishment,
bullying and sexual abuse.

The corporate commitment to support includes:
c. Working with governments, social partners and others to promote
education and sustainable solutions to the root causes of child labor:
i. Work with business peers, communities, child rights organizations, trade unions and
governments to promote children’s education and sustainable solutions to the root
causes of child labour.
ii. Support broader community, national and international efforts to eliminate child
labour, including through social mobilization and awareness raising, and programmes
to eradicate child labour that are designed and carried out in cooperation with local
community members and children.
iii.Work in partnership with other companies, sectoral associations and employers’
organizations to develop an industry-wide approach to address child labour, and
build bridges with trade unions, law enforcement authorities, labour inspectorates
and others.
iv. Establish or participate in a task force or committee on child labour in representative
employers’ organizations at the local, state or national level.
v. Support the development and implementation of a national action plan against child
labour as part of key policy and institutional mechanisms to combat child labour
at the national level.
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vi. Participate in programmes to promote youth employment, skills development and job
training opportunities for young workers above the minimum age for employment.
vii.Seek to concentrate production in the formal economy and avoid informal working
arrangements that may contribute to child labour.

3.Provide decent work for young workers, parents and care givers
The corporate responsibility to respect includes:
a. Providing decent work for young workers
Respect the rights of children above the minimum age for work, and promote social
dialogue and rights at work, provision of safe working conditions, protection from
abuse and exploitation, and access to gender-appropriate water, sanitation and
hygiene facilities.

b. Being responsive to the vulnerability of young workers above the
minimum age for work
i. All business should adopt and endorse, at the highest level, their policy commitment
regarding the rights of children and of young workers, including their right to be
protected from violence and abuse. The policy should protect children above the
minimum age for regular work from hazardous work: it should consider, among other
things, limits to hours of work; restrictions on work at dangerous heights, as well as
work with dangerous machinery, equipment and tools; the transport of heavy loads;
exposure to hazardous substances or processes, and difficult conditions such as work
at night or work where the young worker is unreasonably confined to the premises
of the employer. Responsibility for implementing this policy must be mainstreamed
and shared by management, although the business may choose to allocate specific
managerial responsibility for supervising its implementation.t.
ii. Business policies on harassment should pay attention to the vulnerability of young
workers. These policies should be enforced consistently and employees and others on
company premises should receive training on them. Grievance mechanisms should be
effective and also accessible to young workers.
iii.Business may require management and encourage trade unions and their elected
representatives to pay special attention to protecting the rights of young workers.
Trade unions may decide to elect young worker representatives/ stewards to monitor
working conditions of youth; this is a matter for the autonomous decision of the trade
union concerned.
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The corporate commitment to support includes:
a. Providing decent work for young workers
Promote decent work opportunities for young workers, including age-appropriate
social protection and health information and services. Quality education and relevant
vocational training and livelihood development programmes are of particular
importance, as is the opportunity to earn a living.

b.Providing decent working conditions that also support workers, both
women and men, in their roles as parents or caregivers.
Beyond legal compliance, pay particular attention to working conditions such as
the payment of a living wage, length and flexibility of working hours, provisions for
pregnant and breastfeeding women, need for parental leave, supporting migrant and
seasonal workers with distance parenting, and facilitating access to good quality
childcare, health care and education for dependents.

4. Ensure the protection and safety of children in all business
activities and facilities
The corporate responsibility to respect includes:
a. Addressing safety and protection risks to children’s rights posed by
business facilities and staff in the course of business activities:
i. Ensure that company facilities are not used to abuse, exploit or harm children
ii. Ensure that potentially dangerous areas of company facilities do not pose a safety
threat to children, during or outside business hours.
iii.Make clear to staff that the business’s zero tolerance policy for violence, exploitation
and abuse applies in all business activities, even when conducted away from
business facilities.
iv. Take appropriate action when concerns of possible violence, exploitation
or abuse arise
v. Ensure that young workers above the minimum age for work are protected
from hazardous work.

The corporate commitment to support includes:
b. Developing and implementing a child protection code of conduct.
Develop a child protection code of conduct for business operations. Ensure awareness
of and ongoing training on the code of conduct. Recommend that a child protection
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code of conduct be developed by others linked to the business’s operations, products
or services through a business relationship.

5. Ensure the products and services are safe and seek to support
children’s rights through them
The corporate responsibility to respect includes:
a. Ensuring that testing and research of products and services likely to be used or
consumed by children is conducted in line with relevant national and international
standards
b. Ensuring that products and services for children or to which children may be exposed
are safe and do not cause mental, moral or physical harm.
c. Restricting access to products and services that are not suitable for children or that
may cause them harm, while ensuring that all such actions align with international
standards, including non-discrimination, freedom of expression and access to
information.
d. Taking all reasonable steps to eliminate discrimination against any child or group
of children in the provision of products and services.
e. Seeking to prevent and eliminate the risk that products and services could be used
to abuse, exploit or otherwise harm children in any way

The corporate commitment to support includes:
f. Taking steps to maximize the accessibility and availability of products and services
that are essential to children’s survival and development
g. Seeking opportunities to support children’s rights through products and services,
as well as their distribution..

6. Use marketing and advertising that respect and support
children’s right
The corporate responsible to respect includes:
a. Ensuring that communication used for advertisement and marketing do not an
adverse impact on children’s rights.
This applies to all media outlets and communication tools. Marketing should not
reinforce discrimination. Product labelling and information should be clear, accurate
and complete, and empower parents and children to make informed decisions. In
assessing whether there is or may be an adverse impact on children’s rights and
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taking action to integrate and act upon the findings, consider factors such as children’s
greater susceptibility to manipulation, and the effects of using unrealistic or sexualized
body images and stereotypes.
b.Complying with standards of business conduct in World Health Assembly instruments
related to marketing health.
Comply with the standards of business conduct in World Health Assembly instruments
related to marketing and health in all countries. Where national law prescribes a
higher standard, business must follow that standard.
c. The corporate commitment to support includes using marketing that raises awareness
of and promotes children’s rights, positive self-esteem, healthy lifestyles and nonviolent values, such as always get permission in advance from the responsible caregiver
if company will use child as a model of advertisement, and avoid utilizing advertisement
content that harm children, such as poster of café that allows consumer for smoking
and drinking alcohol stick in the area that is easily seen by children or audio visual
advertisement for adult broadcasted in a time when children are commonly watching
and listening

7.Respect and support children’s rights in relation to the
environment and to land acquisition and use
The corporate responsibility to respect includes::
a. Respecting children’s rights in relationship to the environment
i. When planning and implementing environmental and resource-use strategies, ensure
that business operations do not adversely affect children’s rights, including through
damage to the environment or reducing access to natural resources
ii. Ensure the rights of children, their families and communities are addressed in
contingency plans and remediation for environmental and health damage from
business operations, including accidents

b. Respecting children’s rights as an integral part of human rights
considerations when acquiring or using land for business operations.
i. Where possible, avoid or minimize displacement of communities affected by land
acquisition or land use for business purposes. Engage in meaningful, informed
consultation with potentially affected communities to ensure that any adverse impact
on children’s rights is identified and addressed and that communities participate
actively in and contribute to decision-making on matters that affect them directly.
Seeking the free, prior and informed consent of indigenous peoples is specifically
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required for any project that affects their communities, and it is a desirable goal
for any community impacted by a company’s use or acquisition of land.
ii. Respect children’s rights – especially their right to education, protection, health,
adequate food and adequate standard of living and participation – when planning and
carrying out resettlement and providing for compensation

The corporate commitment to support includes:
c. Supporting children’s rights in relationship to the environment where
future generations will live and grow.
Take measures to progressively reduce the emission of greenhouse gases from
company operations and promote resource use that is sustainable. Recognize that
these actions and other initiatives to better the environment will impact future
generations. Identify opportunities to prevent and mitigate disaster risk and support
communities in finding ways to adapt to the consequences of climate change.

8. Respect and support children’s rights in security arrangements
The corporate responsibility to respect includes:
a. Respecting children’s rights in security arrangements
i. When making and implementing security arrangements, whether with public or private
security service providers, conduct human rights due diligence with particular attention
to any adverse impact on the rights of children.
ii. Ensure that respect for the rights of children is explicitly addressed in the business’s
security contracts.
iii.Do not recruit or use children in security arrangements either directly or through
private or public security service providers.

The corporate commitment to support includes:
b. Supporting children’s rights in security arrangements
All business is encouraged to apply evolving best practices in the management of
security services provided by private contractors or public security forces.
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9. Help protect children affected by emergencies
The corporate responsibility to respect includes:
a. Respecting children’s rights in the context of emergencies.
Avoid causing or contributing to the infringement of children’s rights in the context
of emergencies. Recognize the heightened human rights risk in the context of
armed conflict and other emergencies, and undertake human rights due diligence
accordingly. Take into account that emergencies can significantly increase the risk
of any adverse impact on children’s rights, and that certain groups of children may
be more vulnerable, including children with disabilities, displaced, migrant, separated
and unaccompanied children and indigenous children, and that girls and boys may be
affected in different ways.

The corporate commitment to support includes:
b. Supporting the rights of children affected by emergencies.
i. Help protect children whose rights are affected by emergencies by raising awareness
among workers and community members of the increased risks of violence, abuse and
exploitation of children in such contexts
ii. Where needed and requested, and in accordance with best practices, support
authorities and humanitarian agencies in emergency response. Support should
be based on assessed need and within a framework of accountability to affected
populations
iii. Make a positive contribution to sustainable peace and development

10. Reinforce community and government effort to protect and
fulfils children’s rights
The corporate responsibility to respect includes::
a. Not undermining government efforts to protect and fulfil
		 children’s rights.
Recognize that respect for the rule of law and the use of responsible business
practices, including the payment of taxes to generate revenues, are essential for
governments to meet their obligations to protect and fulfil children’s rights
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The corporate commitment to support includes:
b. Supporting government efforts to protect and fulfil children’s rights
c. Considering undertaking strategic social investment programmes
for children
Contribute to existing programmes or plan and implement social investment programmes
in cooperation with governments, civil society and children. Health, education, recreation,
child protection and raising awareness of children’s rights have been identified by children
and child rights experts as priorities for children.
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Annex 2: Save the Children’s Child Safeguarding Policy
Save the Children has a policy to ensure:
• that children who come into contact with Save the Children must be safeguarded
to the maximum from child abuse and sexual exploitation;
• that everyone associated with the organisation is fully aware of any forms and
risks of abuse and sexual exploitation of children and make every preventive
effort, facilitate the reporting of and responding to child abuse and sexual
exploitation properly;
• that anyone, who represents our organisation behaves appropriately towards
children both in their personal and professional lives, does not break the trust as a
part of Save the Children family;
• this policy includes mandatory requirements that apply to all parties in all
aspects of Save the Children’s work, including advocacy, campaign, development
programme, or humanitarian and emergency response.
Make sure that you have been introduced and informed further about this child
safeguarding policy from your superiors or Save the Children staff working with you.
Making Save the Children a safe organisation and place for the children
is our responsibility.
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Annex 3: Human Rights Policy Statement
STARWOOD HOTELS AND RESORTS WORLDWIDE, INC..
Policy issued: December 2015
Starwood hotels and resorts worldwide, inc. respects the human rights standards contained in
the universal declaration of human rights (UDHR). Starwood’s human rights policy reflects our
commitment to conduct our business in a manner consistent with these standards.
As part of this commitment, starwood conducts ongoing human rights due diligence and is
designing a formal approach to localized due diligence to be implemented at the regional or
country level. Accountability for this due diligence lies with the office of the general counsel
while implementation of this commitment is conducted via starwood’s human rights council.
Individuals seeking to report potential human rights infringements can do so through the
company’s reporting hotline, ethics point.
Starwood’s policies require that our business be conducted with honesty and integrity, and
in compliance with all applicable laws. In cases where local laws may appear to conflict with
international human rights standards, we seek to uphold the underlying human rights principle
while complying with local law.
While we assess starwood’s ability to impact broad universe of human rights through our direct
operations and business relationships, our human rights impact assessment suggests that we
have specific responsibilities related to:
• Starwood associates: starwood enforces a policy of non-discrimination with respect to
employment, treats workers fairly with respect to wages, working hours and benefits, and
promotes and embraces diversity in all aspects of our business operations. Starwood is
further committed to freedom of association and has zero tolerance for all forms of forced,
bonded or compulsory labor. Starwood condemns all forms of exploitation of children. The
company does not recruit unlawful child labor, and supports the elimination of exploitative
child labor.
• Franchise associates: starwood expects our franchisees to respect the human rights of their
associates, including any associates of third party managers engaged by the franchisee,
and advise they conduct their business in an ethical manner consistent with all applicable
laws related to human rights and ethical business conduct. We believe the UDHR is the
international standard to follow, and we encourage our franchise owners to adopt these
principles as a best practice. To assist franchisees in meeting the standards set forth in the
UDHR, starwood makes various resourcces available to its franchisees regarding human
rights protocols.
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• Workers in starwood’s supply chain: starwood and its properties expect our primary and
secondary suppliers, including those providing contract labor, working with starwood, its
affiliates and branded hotels, to respect human rights standards related to freedom from
harassment and discrimination; treating workers fairly with respect to wages, working
hours and benefits; prohibiting all forms of forced labor and unlawful child labor; respecting
freedom of association; and providing safe and humane working conditions, as communicated
through our supplier code of conduct.
• Local communities: starwood is committed to promoting the human rights of individuals in
the communities in which we operate. This includes the promotion of human rights through
economic development and job creation as well as proactive steps to recognize and respect
cultural heritage and ensure the company respects the community’s right to water.
• Business partners: starwood promotes adherence to international human rights principles
amongst our business partners. We incorporate human rights into our decision making
process related to business relationships, sponsorships and client engagements and will use
our leverage to promote respect for human rights as appropriate.
In addition, starwood recognizes the industry’s risk of being linked to instances of human
trafficking and has established a position statement to help raise awareness amongst our
stakeholders. The company is committed to contributing to the prevention of human trafficking,
through awareness training and engagement of our associates and guests and to developing
and sharing best practices. Our human trafficking awareness training, translated into nine
languages, is mandatory for management at our owned and managed properties and available
to our franchisees.

96

As one of the world’s leading hospitality companies with operations in over 100 countries,
starwood believes the company has the ability to positively impact the human rights of
individuals within our sphere of influence. Starwood commits to continually engaging with these
stakeholders as we continue our human rights journey and to reporting on the company’s
human rights performance through our global citizenship report.
If you have questions related to our human rights policy, please email us at global
citizenship@starwoodhotels.com.
If you believe this policy is not being implemented, please contact Ethics Point.

Tom Mangas
Chief Executive Officer

97

Annex 4: Business Code of Conduct
The HRH Group of Hotels believe that honesty, integrity and fair play are important
assets in its business. All employees of the Organisation must ensure that the
Organisation’s reputation is not tarnished by dishonesty, disloyalty or corruption.
This Code of Conduct sets out the standards of behaviour expected from the employees,
and guidelines to handle different situations.

Bribery, Illegal Gifts & Commissions
Any employee soliciting an advantage in connection with his work without the
permission of the Organisation commits an offence. The term “advantage” includes
money, gift, loan, fee, reward, office, employment, contract, service and favour. It is the
policy of the Organisation to prohibit employees from soliciting any advantage from
clients, suppliers or any person in connection with Organisation’s business.

Accepting Advantages
Employees should decline advantages offered in connection with their work if the
acceptance of such advantages could affect their objectivity or induce them to act
against the Organisation’s interests or lead to complaints of bias.

Offering Advantages
Under no circumstances may an employee offer bribes or similar considerations to any
person or Organisation for the purpose of influencing such person or Organisation in
business dealings. Any advantage given in the conduct of the Organisation’s business
should be in accordance with the Organisation’s prevailing policies on such matters and
prior written approval of the Organisation should be obtained.

Entertainment & Hospitality Industry Practice
Although entertainment, discounts and complimentary services which are common
in the hospitality industry are acceptable forms of business and social behaviour,
employees should turn down invitations to meals or entertainment or offers for
discounts and complimentary services that are excessive in nature or frequency, so as to
avoid embarrassment or loss of objectivity when conducting the Organisation’s business.
Under no circumstance should an employee accept undue hospitality that is not common
in the industry.
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Use of Proprietary Information
Employees are not allowed at any time to disclose any proprietary information to
anybody outside the Organisation without permission. Such information may relate
to all aspects of the Organisation’s operations including investment strategies, sales
and marketing plans, new products, financial projections, patent applications, clientele
database, copyrighted materials, etc. It is the responsibility of each employee who has
access to or is in control of proprietary information to provide adequate safeguards
to prevent its abuse or misuse. Examples of misuse include disclosure of information in
return for monetary rewards; use of information for personal interest; and disclosure of
information to sabotage the Organisation’s interest.

Handling Conflict of Interest Situations
Conflict of interest situations arise when the personal interests of employees compete or
conflict with the interests of the Organisation. Employees should avoid such situations,
actual or potential, which may compromise the integrity of the employees and put the
Company’s interests and reputation at stake. Every employee of the Organisation should
take it as his/her personal responsibility to avoid engaging in situations that may lead to
or involve conflict of interest. He/she should at all times ensure that his/her dealings with
customers, suppliers, contractors and colleagues do not place him/her in a position of
obligation that may lead to a conflict of interest.

Insider Trading
The Organisation will not tolerate the use of insider information by employees to
secure personal advantage at the expense of the Organisation or over those not in
the Organisation. The use of insider information, which has not been made public, for
personal gain is illegal, unethical and is strictly prohibited.

Misuse of Company Assets and Resources
Appropriation of Organisation properties, including raw materials and finished goods by
employees for personal use or for resale is a crime of theft and renders the culprit liable
to dismissal and prosecution.

Sexual Harassment, Workplace Harassment & Violence
Sexual harassment may include unwanted sexual advances, sexual jokes, subtle or overt
pressure for sexual favors, sexual innuendoes, and offensive propositions. These will
not be tolerated. Likewise, the Organisation will not tolerate workplace harassment
or violence of any kind. This includes threats, intimidation, and bullying, subjecting
individuals to ridicule or unwarranted exclusion.
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Loans
An employee or his immediate family should not grant or guarantee a loan to, or accept a
loan from or through the assistance of any individual or company having business dealings
with the Organisation. There is, however, no restriction on normal loans from banks or
financial institutions made at the prevailing interest rates and terms.

Personal Conduct Outside Hours of Work, Including Outside Employment
Employees should not take up concurrent employment, either regularly or on a consulting
basis, without the prior written approval from the Organisation. Applications for outside
employment should be sent to the Manager -Human Resources. Employees are advised
not to engage in frequent and excessive gambling of any kind, with persons having business
dealings with the Organisation. In social games with clients, contractors or suppliers,
employees must exercise judgment and withdraw from any high stakes games.

Environmental Compliance
It is our policy to conduct our business in an environmentally responsible way that minimises
environmental impacts. We are committed to minimising and, if possible, eliminating the use
of any substance or material that may cause environmental damage, reducing hazardous
waste generation and disposing of all waste through safe and responsible methods,
minimising environmental risks by employing safe technologies and operating procedures,
and being prepared to respond appropriately to accidents and emergencies. Violation
of environmental laws can be a criminal offence and can involve monetary fines and
imprisonment. We expect employees to comply with all applicable environmental laws.

Political Party Participation
As a general rule, employees are to refrain from participating in political activities in
a manner that will invite censure to the Organisation. Employees have a right to their
political beliefs, as long as the view presented is of the employee, and does not involve the
Organisation. Employee will avoid involvement in any affiliation or activity pertaining to
a Political party during the paid Organisation time. It is our general policy not to make
contributions to political parties at any level of government.
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Business Code of Ethic
• We acknowledge ethics and morality as inseparable elements of doing business and we
will test every decision against the highest standards of honesty, legality, fairness and
conscience.
• We will conduct ourselves at all times, personally and collectively, so as to bring credit to
our Organization, and to the Hospitality industry at large.
• We will concentrate our time, energy, and resources on the improvement of our own
services and we will not denigrate our competition in the pursuit of our own success.
• We will treat all clients equally regardless of race, religion, nationality, creed and gender.
• We will deliver all standards of service with total consistency to each and every client.
• We will, in words and deeds, develop and maintain the highest level of trust, honesty and
understanding among our clients and the public at large.
• We will seek a fair and honest profit, no more and no less.
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Annex 5: Standard Operating Procedure- Housekeeping
SOP Number		
Department		
Date Issued		
Time to Train		

: HK - 04 (SOP serial number and department code )
: Housekeeping – General
: DATE THE DOCUMENT WAS CREATED
: 60 Minutes

Department orientation:
• On the first day all new staff is introduced to all the Executive/Supervisors of
Housekeeping.
• They are shown the Housekeeping office, laundry and uniform/linen room.
• They are shown all other administrative offices and public areas.
• They are shown some of the rooms, pointing out fire exits, pantries, and location of
fire alarms and location of service lifts.
• All staff on their first day in Housekeeping is given a brief tour of the areas that comes
under Housekeeping

Shift Briefing:
• At the commencement of the shift, Executive/ Supervisor on duty to take the briefing.
• Information regarding new happening, group arrivals or departure, VIP’s in house etc.
included in the briefing.
• Guest comments cards (GSTS) and all other important departmental information to
be conveyed.
• Information about guest birthday and anniversary.
• Housekeeping Executive or Supervisor carries out the briefing at the commencement
of the shift.
• The briefing should take maximum of 10 to 15 Minutes.

Staff Hotel access:
• Staffs are not permitted on premises more than 1/2 hour before shift starts.
• Staffs are not permitted in premises more than 1/2 hour after duty ends unless
working in the department.
• Staffs are not permitted in premises on off days.
• No visitors of staff are allowed inside the premises unless permitted by
the management.
• Staffs adhere to hotel rules regarding time of admittance on premises.
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Grooming & Hygiene of staff:
• All employees have to present themselves in a neat and tidy manner constant with the
physical environment they work in.
• All employees should wearing company uniform on duty.
• Shower daily.
• Brush your teeth regularly.
• Keep hair free of lice, dandruff.
• Do not chew gum, tobacco.
• Wash hands regularly.
• Gargle after smoking and have a breath freshener.

Marking of attendance and duty:
• At the commencement of every shift, the Housekeeping Executive/ supervisor marks
the attendance of all staff.
• Staffs are allocated different areas according to the duty roster.
• Duties and Attendance of all Housekeeping staff is marked at the commencement of
each shift by Housekeeping Executives/supervisors at the control Desk.
• There should be only supervisor for a staff.
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Annex 6: Manual for Commitment to Corporate
Social Responsibilities
Sustainability Management Plan Sir Albert Hotel
Sir Albert Mission
To create and maintain the sector benchmark for environmentally responsible style and
personal luxury together with inspired service that exceeds guest expectations, with
innovative management initiatives and dedicated staff who take ownership to ensure the
ultimate atmosphere for relaxation and renewal.
Since its inception in 2013, Sir Albert Hotel has been incorporating sustainable tourism
principles and practices into its operation. We continuously strive to refine our level of
understanding of sustainability and periodically take time to review our sustainable practices
in order to expand these practices and implement improvements wherever possible.
We aim to move towards sustainability where all concerns need to be integrated into
a business strategy that leads the hotel to be more resilient, pro-active to future challenges
and opportunities.
Our Sustainable Management Plan ensures long term profitability for the hotel, which will
benefit its owners, its employees and its neighbors. Therefore, in April 2014 we took up the
challenge to obtain Green Globe certification.
Green Globe is the premier global certification for sustainable travel and tourism. Green
Globe Certification offers the world’s most recognized and longest running program allowing
us, as one of the green leaders in the travel and tourism industry to confidently promote our
environmental credentials along with our commitment to the people and prosperity of our
location, Amsterdam.
Sir Albert Hotel aims to implement sustainable practices that minimizes our impact and
empowers our staff and guests to be facilitators for change. Together, through our actions we
strive to care for our environment. The global sustainability program of our hotel has three
areas of focus:
I. Environmental Commitment
II. Social Commitment
III.Establishing Responsible Purchasing Practices
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Introduction
This paper is the full Sustainable Management Plan and by following the Green Globe
Certification Standard it gives a comprehensive insight into our hotels policy towards a
sustainable management of our property. The Sustainability Management Plan has been
developed by the team of decision makers in Sir Albert Hotel, and is fully integrated in the
entire company and various departments, communicated to our partners and suppliers, and
externally through our website, where visitors are encouraged to give us input regarding our
operations.

I. Environmental Commitment
Sustainable Management
It is our aim to continually improve our sustainability efforts, and to achieve an annual
improvement in connection with our yearly review. This naturally includes setting
improvement targets in relation to environmental issues. Our Green team will constantly
develop and promote ongoing sustainable initiatives.
Sir Albert Hotel is licensed according to Dutch law and in compliance with all relevant
international or local legislation and regulations, including health, safety, labor, and
environmental aspects, and insurance policies and other guest and staff protection
instruments are up to date and in order.
Due to the relatively small size of the hotel, the employee training is based on “on the job
training”. Depending on which department the employee is employed in, they are given
instructions pertaining to their duties (environmental and purchasing policies, waste and
energy management, proper recycling, not throwing out food, use of cleaning products etc.).
All new employees are given a thorough introduction to our concept and our commitment to
sustainability.
In addition, all employees are instructed in the information that we give out to guests
regarding our sustainability efforts, in order to be able to answer questions from guests
and visitors. All employees are informed about our efforts in the neighborhood and local
community, and encouraged to support them.
The satisfaction of guests is naturally a priority and we do our best to ensure that the
customer has a satisfactory stay. We interact with guests to a great degree in that guests
are been greeted personally by our staff. This constant interaction with guests makes it very
simple to register any dissatisfaction or complaints. In case of complaints, it is our policy to
do whatever it takes to turn the situation around, regardless of whether or not we find the
complaint reasonable. We want all our guests to leave the house in as satisfied a frame of
mind as possible.
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The building is from 1825, and renovated in 2011-2012 in a manner compatible with
the surrounding neighborhood. No local significant sites, water courses, wildlife of any
sort, vegetation or local residents have been disturbed in an adverse manner. Ongoing
maintenance and repairs are performed regularly. The renovation included re-using
as much of the original structure as possible and renovation/interior design is always
performed with the purpose of being as sustainable, energy-saving and long-lasting as
possible, and includes use of environmentally sound materials.
We use long-life natural materials such as stone and wood, as these materials age well,
and do not require frequent substitution. All appliances that have been purchased for
operating the hotel, are energy- and water saving. The building is accessible for persons
with special needs, as there is an elevator leading to the reception and rooms on the
same floor. The building is licensed to be used as a hotel.
As we are a hotel, and have guests of many nationalities, our main language is English.
Of course, we attempt to be able to communicate in as many languages as possible –
Dutch, Italian, French, German, Spanish, Arabic and Polish is spoken in our hotel.
We communicate with our guests and visitors to the hotel and the website in a
comprehensive manner. Our implementations, plans and strategy for a sustainable
operation are clearly defined, as well as our involvement with the local community and
other charity work. Our sustainable operations involve our guests, and we inform and
advise them as to energy- and water saving practices.
Purchase and operating policy for all mechanisms, equipment and facilities is that they
be as environmentally friendly as possible: low emission and consuming minimum energy.
We have an experienced engineering team who maintain the facilities in good working
technical conditions. All necessary and mandatory safety requirements for handymen
are in order. National laws and regulations regarding equipment and food processing
procedures are controlled in a highest level.
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II. Social Commitment
Sir Albert Hotel is committed to deliver “Quality”. This statement is connected to
different factors that we mix in our operations, including among others our building,
products, services, staff and compromise with the society and the environment.
The hotel is located in a monumental building which is part of Amsterdam’s cultural
heritage, located in the urban area, De Pijp, which has traditionally been Amsterdam’s
bohemia, and despite having been through an extensive urban renewal plan due to the
new underground line nearby the hotel.
There are still elements of prostitution and drug-dealing in the neighborhood. Sir Albert
Hotel has been very vocal and active in the efforts against human trafficking, rejecting
any indication of prostitution, drug dealing and drug use, promoting among our staff and
guests “Respect” pertaining to women. All guests are, in no doubt, as to our position
on prostitution. De Pijp is also a very trendy and artistic area, with many new and
developing initiatives. We produce local guides, and encourage guests to visit the local
shops, galleries and restaurants. We communicate extensively with the local inhabitants
as well as the local businesses.
Sir Albert Hotel employs almost only local staff, or staff from other EU countries. Almost
all of them residents of the “Randstad” area. We are a local business, made up of local
staff, this give us the advantage to understand and respect local culture and customs is
therefore innate.
We promote diversity and equality on all levels of the business, and no employees or
applicants are discriminated against in any way. All positions are filled on the basis of
competence. Sir Albert Hotel adheres to all local and international laws and regulations
concerning labor laws, and offer conditions and wages superior to the minimum
requirements. The Netherlands has strict and extensive rules and regulations on
minimum wage, max weekly working hours and other labor law related issues, which we
adhere to in full.
Salaries and benefits exceed national regulations, and all payments required by law into
insurance and holiday funds are made on behalf of all employees. Overtime is paid for
hours worked beyond the established work in accordance with Dutch labor law. Week
hours and working hours do not exceed the legal maximums established by the national
labor organization, although always at full-time salary. All employees have the right to 5
weeks annual paid vacation and health insurance is provided to all Dutch citizens through
taxes and health insurance companies. Employees receive training and capacity building
when relevant and wished for by the employee.
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Health and safety of our guests and employees is a priority for our hotel. We take this
point seriously providing to our staff, first aid, AED & fire-prevention training, giving
to our staff the necessary tool to act effectible during an emergency. Our staff, in
contact with food or chemicals, receives in regular basis, handling training, giving to our
operations the guarantee to avoid any threat to human health and the environment.
The activities of the business have not impacted or jeopardized resources or services in
the local area or neighboring communities in any negative manner. The activities of the
business generate a number of secure jobs and are a positive influence in the community.
Our reception staff is trained to guide guests towards the cultural sights and events and/
or entertainment/restaurants that the guests are most interested in.
Dutch culture and specifically the Amsterdam’s idiosyncrasies can be explained and
discussed with guests, but mainly in a nice-to-know form, as culture is not significantly
different from anywhere else in the western/developed part of the world, where a big
percentage of our guests come from. Historical and archeological artifacts are not sold,
traded, or displayed, except as permitted by law.
Business complies with laws, standards and regulations concerning the protection of
historical sites and cultural heritage. Sir Albert Hotel places great emphasis on being
a part of the local environment in regards to cultural and social activities, as well
as incorporating use of local food and competencies from local businesses. We take
great pride in our vast network, and spend a lot of time and energy explaining our
collaboration with local suppliers and businesses to guests.

III. Establishing Responsible Purchasing Practices
Purchasing policy is that Sir Albert Hotel works, if it is possible, with suppliers who are
organic, fair trade or eco-labeled, and definitely sustainable responsible. We will like
to achieve that all products purchased by or produced for Sir Albert Hotel come from
organic and/or fair-trade suppliers, including; all food and beverages, bathroom products
(creams and shampoos), linen, towels and textiles, paper, toilet paper, napkins, cleaning
products, candles. We cooperate with suppliers in the manner that they help us to serve
local and seasonal food, by letting us know what is available before we order. This means
that we must be flexible, and prepared to change menu according to availability and
season. We know all our suppliers personally, and an environmental sustainable criteria
and preference system is developed to guide purchasing policies & decisions.
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Our Highlights points are:
Energy
•
•
•
•
•
•
•
•
•
•

Our electricity is 100% sustainable from renewable sources.
Our gas will be, starting in January 2015, 100% sustainable from renewable sources.
Overall goal is to reduce energy usage by 5% annually.
Refrigerator and freezer temperatures are measured and monitored on
a constant basis.
Energy usage is specified and recorded.
Rooms need room key in order to turn on lights – whereby all electric appliances are
turned off when guest is not in room, with the exception of the minibar.
Thermal windows throughout to ensure minimal loss of heating.
Proactive for evening light reduction in lobby is in place, and all back-office computer
and electronic equipment is shut down when work-day is over.
Room’s lights and equipment is shut down when not in use.
Guest room energy management system is in place, and handled manually by
housekeeping team.

Water
• Black and gray waste water is managed by the city in a non-polluting way, and does
not affect public health. This is mandatory and unavoidable by Dutch law.
• All water is tap water only, as both clean and healthy in the Netherlands.
• Faucets and dual-flush toilets are low flush.
• Daily water usage and costs are recorded.
• Active system in place to detect and repair leaking toilets, faucets and showerheads in
guest rooms, and is run by housekeeping department.
• Towel reuse program in place. (Sep 2014)
• Linen reuse program in place. (Sep 2014)
• No bodies of water are polluted with toxic and/or hazardous products.
• Water for human consumption is provided by national water supply.
• Water usage is monitored and specified; goal is 5% annual reduction.

Waste
• No disposable cutlery or other eating utensils are used.
• Sir Albert Hotel recycles above and beyond the national requirements. We have asked
for specific glass, cardboard and paper recycle bins, and encourage guests to help us
with our recycling.
• All retired towels, linen etc. is either used for cleaning purposes or given to
local charity.
• Almost all suppliers provide products/food in reusable containers.
• All glass, bottles, cardboard etc. is sorted for recycling, and all larger equipment/
furniture is taken to public recycling facility.
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Others
• Policy in restaurant is to serve vegetarian and vegan dishes.
• Goods are often purchased locally.
• Very strong preference given to fair trade and eco-certified suppliers – we will often
choose to not have a service, rather than compromising our integrity.
• We minimize our output of printed matter, and prefer to communicate through
our website (which is CO2 neutral). The few leaflets that we do print, as well as our
letterhead paper and envelopes, is in sustainable, recycled paper.
• Our suppliers often bring their products in crates and cases, which are reused
and taken back.
• No Styrofoam, paper towels, CFC-based refrigerants or waxed cardboard
is used in hotel.
• Hard-to-recycle items are recycled in city’s communal recycling.
• Airport pick-up, via electric Taxi.
• No unused amenities exist, as everything is refilling or washable. (Sep. 2014)
• Bed linen, duvets and towels that are too used for hotel use but still usable, are
donated to charity.
• No yellow pages, but guest computer available for information gathering.
• No guest newspapers are delivered, only upon request, only common use in
common areas.
• Active system in place to detect and repair all machinery and equipment on a regular
monthly basis, and is run by our engineering department.
• No captive wildlife, endangered species, products thereof or any other form of
unethical items are used, sold or allowed on the Hotel.
• Mobile phones, cartridges and toners are collected for recycling. The profits go to
“Stichting AAP’’.
• We encourage guests to use bicycles or public transport, as more environmentally
friendly and time efficient.
• New and replacement equipment is completely free of CFC-based refrigerants.
• Only washable dishes, cutlery, glasses, cups and mugs throughout the hotel.
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Conclusion
Our concrete aim is to reduce our use of gas, water, electricity and waste by a minimum of
5% in the course of the next year, and actions are already in place to ensure this. Sir Albert
is a relatively small company with a short distance between colleagues in operations and
a group of decision makers. We are able to make decisions and changes, and implement
them throughout the organization without delay. Furthermore, our very large portfolio
of selected sustainable local suppliers, who are a constant source of information and
inspiration to us, play a great part in educating us regarding new and improved products
and operational processes.
We avail ourselves of the possibilities for being voluntarily checked by Green Globe
certification. This organization motivates us to constantly raise the bar for our ambitions
for running a seriously sustainable hotel. We do also find it important to take an active
part in the society around us, and not only focus on our own situation and viewpoint. We
will continue to give our thoughts, time, money and effort to improve living conditions for
vulnerable groups of people and minimize our impact to the environment.
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Annex 7: How to define Hotel Missions and Goals
Organizational Missions:

Every organization has a reason or purpose to exist. This forms the basis for the
organization’s Mission Statement. An organization’s mission can be expressed in a mission
statement, which defines the unique purpose that sets one hotel from another.
From the mission statement hotel employees should be able to derive a sense of purpose and
direction to hotel policies.
For Example, a hotel’s mission may be to provide the finest facilities and services in the market
while providing a good place to work for its employees and a reasonable return for the
investments by its owners.

Mission statement should address the following three main constitutes:
• Guests
• Hotel Management
• Employees

Guests:
Mission statement should address the basic needs and expectations of their guests. We can
assume that all guests will have the basic expectations:
1. Safety and security of the hotel;
2. Clean, comfortable rooms and public areas;
3. Professional and friendly staff;
4. Well maintained facilities and equipment;
5. Service.

Hotel Management:
Hotel’s mission statement should reflect its management philosophy. Since styles of operation
differ, mission statements will vary from property to property. A mission statement guides
managers in their jobs by identifying the hotels basic values. Above all the hotel’s mission is one\
of the principle means, it uses to distinguish itself from other hotels.

Employees:
Mission statement should help the hotel employees meet or exceed the expectations of both
guests and management. A mission statement can also serve as a basis for job description and
performance standards and as an introduction to the property for new employees. This should
also appear in the employee’s handbooks and training manuals along with the job description.
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Example of a mission statement:
“The mission of our hotel is to provide outstanding lodging facilities and services to
our guests. Our hotel focuses on individual business and leisure travel, as well as travel
associated with groups meeting. We emphasize high quality standards in our rooms
and food and beverage divisions. We provide a fair return on investment for our
owners and recognize that this cannot be done without well trained, motivated and
enthusiastic employees.”

Goals:
Goals are those activities and standards and organization must successfully perform or
achieve to effectively carry out its missions. A Goal is more specific than a mission. It
requires a certain level of achievement that can be observed and measured.
Measurable goals encourage hotel employees to perform effectively while enabling
management to monitor employee progress. Management can determine whether goals
are being achieved or whether corrective action is necessary.
Examples of measurable front office goals:
• Increase the hotel’s average occupancy level by two percent above the previous
year’s level;
• Increase the volume of repeat guest business by 10 percent;
• Collect GSTS card from 95 percent of all guest while checkout;
• Reduce Check-in and check-out times by two minutes.
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Annex 8: Company Policy Commitment

MARRIOTT INTERNATIONAL, INC.
OUR COMMITMENT TO HUMAN RIGHTS 4
As a world leader in hospitality, Marriott International supports and respects the
protection of human rights within the company’s sphere of influence and conduct our
business in a manner consistent with the principles contained within the Universal
Declaration of Human Rights. These efforts include a focus on standing against such
tragedies as human trafficking and the exploitation of children.
Each year, more than 1.2 million children are trafficked worldwide exposing them to
violence and sexual exploitation. 5 This is a growing global concern, particularly in
communities facing extreme poverty and high unemployment levels.
Marriott has a long history of supporting programs and partnerships that help
vulnerable young people and their families prepare for and find meaningful employment.
As governments, law enforcement agencies and nongovernmental organizations address
human rights issues, we are aligned with the growing number of corporations that
provide their commitment and support to these efforts.
To more fully encompass and embrace the issue of helping children at risk, the company’s
Human Rights Policy, reflected in our Human Rights Policy Statement, was amended by
Marriott’s Board of Directors in 2006 and is reviewed annually.
The following provides an overview of the many ways we actively express our
commitment to human rights around the world.

Internal Training and Awareness: Ethics and Human Rights
Marriott’s commitment to human rights is communicated to all employees and reinforced
through a variety of channels and methods.
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• Beginning in 2012, we integrated our human rights and the protection of children
training into our onboarding process for all new employees. The training is mandatory
for all Marriott managed properties covering more than 200,000 employees. We also
make this training available to all Marriott franchise properties worldwide.
• We also deliver human rights and the protection of children training developed
specifically for our Loss Prevention Directors and Officers at all managed properties
worldwide. The training is part of the required security officer certification program.
• In 2007, the company amended its annual Legal and Ethical Conduct Survey, required
of all officers and key senior managers, to specifically inquire as to whether the
respondent is aware of any instance of indecent or exploitative treatment of minors.
This survey is part of a complete program designed to maintain a global culture of
corporate legal and ethical compliance.
• The Marriott Business Council Guidebook, which is designed for use by our more than
80 Marriott Business Councils, includes information about awareness and response
to this important issue. The guide is accessible via our company intranet. Marriott
Business Councils make up a network of Marriott hotel executives who, on behalf of
all our hotels in major markets, collaborate to drive our renowned culture, community
support, and government advocacy.
• Marriott actively cooperates with requests from national, state and local law
enforcement agencies around the world to help deter and prevent crimes of sexual
exploitation. Marriott Global Safety & Security also partners with law enforcement
agencies to report and investigate alleged incidents of sexual exploitation of children
at Marriott properties.
• Marriott’s commitment to human rights and the protection of children is included
in our business ethics training program, “How We Do Business Is As Important As
the Business We Do,” required for use in all new employee orientation training. This
training is available to our property-level employees in 23 languages and published on
our intranet in English and Spanish.
• Marriott business leaders have been informed of measures they can take, such as
collaborating and supporting government and law enforcement efforts, providing
resources to organizations focused on protecting children, supporting organizations
committed to helping at-risk youth and their families, and sharing information
concerning best practices with respect to such initiatives.
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Community Outreach and Partnerships
We continue to support programs that address the root cause of exploitation. We also
help vulnerable young people prepare for and find meaningful employment through
programs including the Youth Career Initiative (YCI), SOS Children’s Villages and The
Ritz-Carlton’s “Succeed Through Service.”

Operation Underground Railroad
• In late 2014 Marriott initiated a partnership and rallied our industry to support
Operation Underground Railroad, a human rights organization working to address
and rescue children and young adults from trafficking.

Youth Career Initiative
• For more than 15 years Marriott has offered the Youth Career Initiative (YCI), a six
month education and life enhancing program for young people at risk, at our hotels
in nine countries within Asia, Latin America, the Middle East and Eastern Europe. To
date, thousands of students have graduated from YCI programs around the world
and have gone on to pursue careers in hospitality, banking and health care, or have
continued with further education. More than 750 of those graduates were trained at
Marriott hotels, and to date seven survivors of human trafficking have been hired to
work at our hotels.
• Marriott helped YCI secure a five-year grant worth $550,000 from the U.S. State
Department Office to Combat and Monitor Trafficking in Persons. This funding has
enabled YCI to integrate rehabilitated trafficking survivors into the program as well
as provide awareness training to hotel staff. Nearly 30 trafficking survivors have
completed YCI with 75 percent securing employment upon completion of the program.
• In 2007, a $250,000 grant from The J. Willard and Alice S. Marriott Foundation, a
private foundation, was made to YCI with a matching grant of an additional $250,000
based on YCI’s ability to bring in equivalent funding from new sources. Marriott invited
other global hotel leaders to participate in the matching grant program, and YCI
received commitments which resulted in total funding of $750,000. In 2012, The J.
Willard and Alice S. Marriott Foundation awarded YCI an additional $500,000 over
three years.
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“Succeed through Service”
• To support critical efforts addressing the school drop-out and delinquency crisis in the
United States and many parts of the world, in 2009 The Ritz-Carlton Hotel Company
partnered with America’s Promise Alliance to create “Succeed through Service.”
As a component of Community Footprints, The Ritz-Carlton’s long-standing social
responsibility program, Succeed Through Service, is designed to engage and inspire
at-risk young students through career exploration, life skills training and community
service learning projects.
• The Ritz-Carlton properties across the United States and around the world partner
with schools that serve disadvantaged communities to deliver “Succeed through
Service” modules in the classroom and on field trips to the hotels and resorts. Taught
by Ritz-Carlton employees, the lesson plans instill basic life skills and provide young
students with a vision of potential careers they can pursue if they remain in school
to graduate.

SOS Children Village
• In 2011, Marriott hotels in Europe implemented “World of Opportunity,” a charitable
giving program helping young people from disadvantaged background reach their full
potential by providing life and vocational skills. In Continental Europe, funds raised
benefited the SOS Children’s Villages Youth Program. To date more than $160,000 was
raised for the program which focuses on; education, employment, housing, social skills,
life skills and emotional stability.
• Marriott hotels in Asia and the Middle East also work with SOS Children’s Villages who
are committed to meeting the needs and protecting the interests and rights of children.
SOS Children’s Villages has developed an approach based on building a community for
children who have no one to turn to by focusing on four areas: promoting children’s
rights, operating children’s villages, strengthening families, and providing education and
employment opportunities.

Human Rights Commitment: Building Issue Awareness
• Marriott’s commitment to human rights was recently featured in Collaborate
magazine, a leading resource for meeting planners. “The guiding principle is ‘see
something, say something,” said Mari Snyder, Marriott’s VP of Social Responsibility.

117

• Marriott, together with Sabre Holdings, were the industry’s first companies to join the
United Nations’ “Your Actions Count—Be a Responsible Traveller”campaign launched
at ITB Berlin in March 2013. The campaign includes a focus on human trafficking,
wildlife and fauna, cultural artifacts, illicit drugs and counterfeit goods. Marriott
delivered these important campaign messages through our communications channels,
including communications to our nearly 50 million Marriott Rewards® members and to
our global workforce.
• Marriott participated in the International Tourism Partnership’s Human Trafficking
Working Group and was instrumental in the creation of an Industry Position Statement
on Human Trafficking that includes a commitment to corporate policies, awareness
training, and sharingbest practices.
• In an effort to advance our industry’s impact on protecting children from exploitation,
we shared “Marriott’s Human Rights and the Protection of Children” training
programs with the American Hotel & Lodging Association, the International Tourism
Partnership membership, and the U.S. Department of Homeland Security.
• Marriott participated in two United Nations World Tourism Organization (UNWTO)
events and shared our approach in addressing human trafficking within the context of
our business. In April 2012 in Vienna, Austria, we participated in the panel “Building
a Better Response: Human Trafficking in the Context of Tourism,” which included
the heads of the UNWTO and the United Nations office on Drugs and Crime. In
September 2012, we participated in the panel, “An Ethical Framework for Responsible
Tourism,” which included the Chairman of the World Committee on Tourism Ethics, as
part of the International Congress held in Quito, Ecuador.
• Marriott’s Human Rights Principles, which are part of Marriott’s Principles of
Responsible Business, as well as Marriott’s Human Rights Policy Statement and are
posted on the company’s website under Responsible Business.
• Since 2006, The Responsible Tourist and Traveller, a brochure developed by the United
Nations World Tourism Organization, has been included in more than 70 million
reservation emails sent to Marriott guests annually.
• In October 2007, Marriott received the Condé Nast Traveler World Savers Award
for environmental stewardship and social responsibility, based primarily on our
involvement with the Youth Career Initiative (YCI), which provides training and
employment opportunities for youth at risk worldwide. Marriott issued a press release;
and, in his acceptance speech and blog, Chairman Bill Marriott commented on the
value of programs like YCI in protecting the rights and welfare of vulnerable children.
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• Marriott achieved a perfect score of 100% on the Human Rights Campaign
Foundation’s Corporate Equality Index in 2014. Ratings were based on factors such as
non-discrimination policies, diversity training and benefits for domestic partners.
• Marriott’s 2014 Sustainability Report features a section devoted to Business Ethics and
Human Rights.

Our Ongoing Commitment
Marriott endeavors to hold its suppliers and contractors around the world to the same
ethical business standards and human rights compliance it supports. Global contracts
currently executed by Marriott require contractors to embrace the commitments upheld
by Marriott in its Human Rights Policy Statement.
Marriott’s policies and practices on human rights, ethical business conduct, human
resources, suppliers and the environment are embedded in our Principles of Responsible
Business and our belief that how one does business is as important as the business
one does.
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Annex 9: Communication Channels
Media

Channel

Target
Audience

Messages
(example)

Announcement

Verbal

All staff

Instruct security guard
to do safety spot check

Regular Staff
Meeting

Verbal

All staff

SOP maternity
leave and facilitating
lactating women
employee for
breastfeeding

Internal Memo

Written

Management

SOP on child-lock
feature for internet
and TV channel

Bulletin Board

Written

All staff

SOP on internship
programme

Employee’s
Pocket Book

Written

Formal
Employee

Code of conduct
on marketing and
advertising with
children

Training
Session

Verbal,
Written and
Practical

Identified
trainees

SOP of how Front
Office Department can
prevent C-Sex.
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Annex 10: SOP Implementation Plan
No

Action

Schedule

Deadline

PIC

Stakeholders
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Annex 11: 360 0 PEER REVIEW
Name of Staff
Status of Staff
Date of Review

: _________________________________
: Employee/Intern
: _________________________________

No

Values

Score

1

Integrity

1

2

3

4

2

Honesty

1

2

3

4

3

Accountability

1

2

3

4

4

Respect to
others

1

2

3

4
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Area for
Improvement

Annex 12: Client Satisfaction Survey
HOTEL
1.How often do you visit hotel annually?

a. Once a year
b. Twice a year
c. Occasionally
d. Not so often
2. What are the specific reasons behind your visit or short stay in a hotel?

a. Family vacation lodging
b. Business official trips lodging
c. Dining out in restaurant & Bars run by the Hotel management
d. Recreation facilities, etc.
3. When you go for looking a hotel, what types of facilities do you or any
of your friends, family members and colleagues prefers?

a. 2 Star hospitality facilities
b. 4 Star facilities
c. 5 Star/Luxury Hospitality Services
d. Don’t often look at any of these standards
4. What do you look for in a hotel in any case, be it 2, 3 & 5 Star hospitality
services?

a. Customer Services
b. Good Food, Restaurants & Bars
c. Room Space, Hygiene, Privacy, Location
d. Luxury Services, Brands etc.
5. Do you prefer that XYZ hotel and its location should be in reach
of your needs?

a. Absolutely
b. Depends
c. Not at all
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6. Are Portering and general services in XYZ hotel at par with your
expectation?

a. Yes
b. No
7. If No, which areas do you think lacks/ is missing in the overall porter/ general
operational services in XYZ hotel?

a. Room Services not efficient
b. Lack of Staff Responses in attending to guests calls, immediately
c. Help Desk for Immediate Assistance
d. Unfriendly Environment, lounge centres, etc.
8. Which services do you prefer apart from the basic rooms accommodation,
while you lodge/pay a short visit in hotel XYZ at the end of your travelling?

a. Specialized Porter Services
b. Catering services, Restaurants & Bars
c. Pleasant Hospitality Environment
d. Recreation Centers.
9. From the following Hospitality Services above, which combination of the
services do you prefer when lodging in XYZ hotel?

a. 24x7 Porter Services & Pleasant Hospitality Environment
b. Catering &Recreation Centers
c. Parking Facilities & Security
d. A Well Accommodated Rooms Spaces & Well Illuminated Surrounding
10. Apart from the above combo-services, what do you think should be
included/ is missing from XYZ list of hospitality services for its Guests?

a. Casinos
b. Adventure park for Children’s
c. A Well stocked Bars
d. Massages Centers
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11. Do you think XYZ hotel services is at par with your expectation overall?

a. Yes
b. No
12. If No, Which particular area of General operational services do you like
to see changes the next time you visit XYZ hotel or its parent company
elsewhere?

a. Effective Porter Services
b. Recreation centers
c. Integrated Lodging Facilities
d. Great Food, Refined Menu & Additional Restaurants
13. During your stay in XYZ Hotel, did you come across anything in particular
that you will like to see changes in the coming times?

a. Yes
b. No
14. If yes, what are those areas you would like to recommend for improvement
in services overall?

a. Immediate attendance to guest query and complaints
b. Security of baggage and other valuable
c. Effective communication of staff
d. Improve room services & Catering
15. How do you rate the overall services provided by XYZ Hotel in the following
scales of 1 to 5

a. 1- Excellent
b. 2- Very good
c. 3- Good
d. 4- Needs improvements in Services overall
e. 5- Bad/ Far below expectation
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16. Will you prefer/ like to recommend XYZ hotel and its services to your
friends and colleagues?

a. Yes
b. No.
17. What is the reason behind your recommending XYZ Hotel or otherwise?

a. Excellent general Porter Services
b. Effective Management and customer Services
c. Well mannered Staff Member, Good Food, Cozy & Hygienic Environment
d. Cost Factors
18. Will you like to revisit our Hotel ?

a. Yes
b. No
19. If yes, what types of employment and professional profession do you
practice at present?

a. Self employed
b. Services Industry
c. Professionals: like Doctor, Engineer, and Teacher. (Please select one each)
20. In which age group do find yourself most suited from the following?

a. 18- 20 yrs
b. 21-25 yrs
c. 30- 45
d. 45 yrs and above
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We highly appreciate your taking time out in filling the survey above, which will assists
XYZ hotel and its management to look into matters that needs immediate attention,
so as to provide the best available services to your needs in times to come.
We hope that during your short stay in XYZ Hotel, homely comfort was experienced
by you. In cases where any other matter arises, please feel free to give us your
feedbacks, apart from the survey form, so that XYZ hotel can bring about the best
available services as per your comments in the spaces provided below.
Thank you
Comments: ……………………………………………………………………………………
……………………………………………………………………………………………………
……………………………………………………………………………………………………
Read more: http://www.ukessays.co.uk/essays/management/customer-satisfactionquestionnaire.php#ixzz47lyxBDTL
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Annex 13: Diagram Venn for Stakeholder Analysis

Influence from
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Company
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Influence from
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Annex 14: Recruitment Process of Interns
1. Pre placement process:

• Creating data base on school sending trainees;
• Assessing the schools and categorized as company criteria if necessary;
• Visiting the school regularly, sharing company concern and building school capacity
if possible;
• Facilitating informed consent from parents or care giver;
• Interviewing and opening dialogue with trainees;
• Checking trainees access and identifying potential risk on reaching the company;
• Facilitating transparent agreement among company, parents and intern;
• Conducting meeting to welcoming the trainees.
2. Placement of trainees

• Placing trainees at the division that is relevant with his/her major study;
• Conducting core and division-related training;
• Preparing and announcing through internal memo to each head of division where
trainees will be placed;
• Conducting briefing for each division personnel for readiness on handling new
trainees and relevance SOP;
• Monitoring internship process;
• Regular feedback from trainees to the focal point /HR manager;
• Fair and transparent supervision from related supervisor or division.
3. Evaluation of trainees performance

• Conducting meeting to support trainees preparing report;
• Conducting trainee’s supportive evaluation session;
• Sharing evaluation result and letter of handing over internship programme
to school;
• Organising event for experience sharing;
• Organising and award.
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Annex 15: Impact Assessment
No

Identification
of Issue and
Concern

Ways of Identification
Product

Service

Ways of
Measuring
Impact

Low,
Medium,
High

Suggestion
box,
questionnaire,
evaluation,
audit, client
satisfaction
survey

High

Suggestion
box,
questioner,
evaluation,
audit, client
satisfaction
survey

1

Healthy food

2

Children safety
on public area

Swimming
pool

3

Children’s
comfort

Kid’s corner Medium

Suggestion
box,
questioner,
evaluation,
audit, client
satisfaction
survey

4

Education

Medium

Internship
report, peer
review
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Kid’s meals

Negative
Impact on
Child Right

Festive
programmes

SOP on
CSR and
on-the-job
training

Improvement/
Corrective
Action

Annex 16: Eco Friendly Business,
Case study: U & A Cleaning Services
http://www.business.qld.gov.au/business/support-tools-grants/support/quennsland-businnesscase-studi
David Piticco earned his business stripes in the family construction business. It was here
that he saw a business opportunity for a commercial cleaning service for buildings before
final handover. David already had a commitment to the environment and sustainability,
and he took this passion when he ventured out on his own in 1996, starting U & A
Cleaning Services.
Beginning as a sole operator, David believed he could build an environmentally-friendly
commercial cleaning business while still running a profitable operation. He focused on
getting it right from the start, by using his previous business experience to build ecoefficiency principles into U & A Cleaning Services. ‘Our business motto, “Always At Your
Service”, is about going beyond just delivering a normal cleaning service - to be the best at
what we do, so that we can consistently deliver a cleaning service that exceeds our clients’
expectations.’
David’s vision was rewarded this year when U & A Cleaning Services became the first
cleaning service to win the small business category of the annual Premier’s Sustainability
Awards.
‘Our success is based on sound choices. We used the most effective “green” cleaning
products, microfibre mops and cloths years before they became popular.’
Taking a longer term view to find cost efficiencies has been the key to big decisions. ‘We
made the more complex decision to move our business operation to new premises at
Kelvin Grove, allowing us room to grow, reducing overhead costs through skylights, rain
and grey-water harvesting tanks, solar hot water systems and reducing travel to client
sites. By doing this, we are able to pass on savings to our clients by providing the best
possible eco-efficient products and equipment. Our business decisions are supported by
thorough research, planning and commitment to our business principles.’
It is U & A Cleaning Services’ wholehearted commitment to ‘delivering the best’ that
sets the standard for excellence in their operational systems. ‘Suppliers knew about our
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commitment to being eco-friendly,’ David said. ‘So when we were invited by one of our
suppliers to trial a new environmentally-friendly product and report on it, we were more
than eager to give feedback to ensure the product met our needs and high environmental
standards.’
U & A Cleaning Services’ dedication to excellence is recognized by achieving ISO
certifications in Quality, Safety and Environment. The company has also achieved eco
CLEAN Certification Level 4 – ISO Leadership Best Practice, from the Building Services
Contractors’ Association of Australia - Queensland.
David’s tips for business success

1. Find your passion, pick your niche market, learn it, embrace it and benchmark
yourself to improve your performance and profitability.
2. Keep learning about your business, including innovations, new processes, operations
and your clients.
3. A small change might be vital for the way you run your business.
4. Invest your time wisely and seek advice from reputable sources. Learn and
understand your systems – ‘I learn each and every day within my industry’.
Related links

• Read more about finding the right business location.
• Learn more about business planning.
• Find out about the benefits of running an environmentally-friendly business.
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Annex 17: Hotel Fire Safety Instructor Outline
Goals
To ensure that hotel employees are knowledgeable in emergency response
and fire prevention

Objectives
Employees should be able to:
• describe the emergency procedures for their hotel in case of fire;
• identify common fire hazards and how to prevent them;
• demonstrate the correct manner in which to assist in guest evacuation;
• identify special situations or individuals that may require an emergency response
different than the standard response.

Materials
• Your facility’s emergency response plan
• Video (obtained from Seattle Fire Department) Hotel Fire Alert

Instructor Information
Factors of Hotel Fires
• Complexity
Hotel fires are more complex than many other occupancies because of:
1) High occupancy loads
2) Guests’ unfamiliarity with the building
3) Many guests may not speak English and/or may have difficulty understanding
oral or written directions.

Causes
The major causes of fires in hotels are smoking materials, electrical, cooking fires
and arson

Hazards
Common fire and life safety hazards to watch for include:
• Missing/broken fire safety equipment
• Locked exit doors
• Accumulated trash
• Blocked stairways
• Open fire doors
• Burned out exit lights
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Human Error
Many major hotel fires have shared several characteristics of human error:
1) delayed notification of the Fire Department
2) delayed notification of guests
3) uncorrected hazards (electrical, cigarette in mattress, etc.)

Critical Life Safety Features
1) Smoke detectors in every room save occupant’s lives. If a fire starts in a guest room,
the occupant has, on average, two minutes to get out alive. A smoke detector will give
the necessary warning to facilitate escape.
2) Self-closing doors (fire doors, stairwell doors) save lives by confining the smoke,
flames and heat and leaving evacuation routes clear. It is imperative that these doors
are not blocked or propped open.
3) Sprinklers work to limit fire spread to the room of fire origin. 96% of fires in which
automatic sprinklers are present are extinguished or contained by three or fewer
sprinkler heads. There has been no multiple loss of life in the United States in buildings
in which sprinklers were functioning correctly.

Fire Response Plans
Have a fire emergency plan.
It is important for your hotel to have an updated fire emergency plan. This plan should
be in writing, and easily available to all employees. This includes those who work
weekends and nights. If your hotel is a high rise, the Seattle Fire Department requires
that you maintain an Emergency Operations Plan for your facility. A copy is to be filed
with the Fire Marshal’s Office, another copy kept at the fire alarm panel. For further
information, visit the Seattle Fire Department website at www.cityofseattle.net/fire or
call the Public Education Office at 386-1337

Become familiar with your facility’s fire and life safety systems
Prior to your program, become familiar with your facility’s fire and life safety systems.
Know which of the following your building has, as well as their location and use: Manual
pull alarms Fire extinguishers Smoke detectors Fire alarm monitoring service Exit doors
& stairwells Voice alarm system/Intercom Sprinklers Fire doors
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When a fire happens
Treat every alarm as though it is a real emergency, even if the initial
source is unknown
It is imperative that every alarm is treated as though it is a real emergency, even if
the initial source is unknown. If the alarm sounds, or a fire is suspected, call the Fire
Department immediately. After calling the Fire Department, if you determine that
there is no fire, but rather a malfunction of your equipment or a false alarm, call 911
and relay this information. Never wait to investigate the situation before notifying the
Fire Department. Any delay will allow a fire to grow and further endanger the building
occupants and property.
DO NOT silence the alarm until given permission to do so by Fire Department personnel
or by the emergency operator. DO NOT reset the alarm until the Fire Department
arrives and has investigated the source of the alarm. All fire alarms are to be
investigated by the Fire Department.

Remember your emergency number -- 9•1•1
It’s important for employees calling 911 to be able to give the following information:
nature of the problem, location, address, nearest cross street, any specifics known.
The caller should not hang up until told to do so by the emergency operator.

Do not use elevators.
Elevators should never be used by building occupants during a fire emergency.
The reason is three fold: 1) elevators may fail during a fire, trapping occupants;
2) elevator shafts may fill with smoke; and 3) the elevator needs to be available for
the use of arriving firefighters. Occupants must exit by way of stairwells only.
For information on evacuation procedures for non-ambulatory persons, refer to
the handout Fire Evacuation Procedures For Persons Unable To Use Exit Stairs.
Call 386-1337 for a copy.

If trapped, create an area of refuge.
If guests or staff are unable to leave the building, they should create an area of refuge.
Seal the room. Use wet cloth to stuff around cracks in doors and seal up vents to protect
against smoke. Do not break windows. Flames and smoke can come back in from the
outside. If you need air, open the window a crack. Stay low under smoke. The freshest
air is near the floor. Keep a wet cloth over your nose and mouth, breath through your
nose only. Signal for help. Use the telephone, or hang something in the window.
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Fire extinguishers
Fire Code requirements specify the size, number and location of fire extinguishers within
your facility. These requirements help establish a protection level appropriate for the
hazard class of your building. Make sure you know the types, sizes and maintenance
requirements of your extinguishers, as well as the basics of extinguisher operation.

Lesson Outline
Review your facility’s Emergency Response Plan
Make sure all employees have access to a copy of your facility’s written emergency
response plan. Review the procedures as a group and make sure that they are clear
to everyone.

View the video: HOTEL FIRE ALERT
This film covers staff response in the event of a fire and also how to identify and respond
to common hotel fire hazards. The film is appropriate for a variety of employee
audiences, even those that are nonEnglish speaking, as many situations are acted out as
well as explained verbally. Focuses primarily on housekeeping and kitchen staff.

Discuss what to do if a fire is discovered
Staff should understand that their quick response is important if they:
1) discover a fire
2) see smoke coming from under a door
3) hear the fire alarm, but don’t see or smell fire.
Most importantly staff should understand the need for quick evacuation and calling 911
immediately.

Discuss your building’s fire and life safety systems.
Discuss your building’s fire and life safety systems. Does everyone know what and
where they are, and how they work? Which of the following does your building have
and what is their importance in a fire...smoke detectors, manual pull alarms, elevators,
stairwells, fire doors, alarm system, sprinklers, etc.?

Discuss hazards of your facility.
Discuss hazards particular to your facility. What can you identify and what precautions
should be taken? Have staff from different areas identify hazards common to their work
area (kitchen, laundry, housekeeping, maintenance, night staff, etc.)
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Hold a fire drill
Have a drill within a month of your program in order for staff to practice the emergency
response plan. Everyone have the opportunity to physically run through the procedures.
Studies indicate that unless adults actually practice safety behaviors, they very well may
not be able to perform them correctly when the need arises.

Scenarios
Use the following scenarios to stimulate discussion on emergency
response procedures.
1) You are making up a room, your cart is in the hallway. You make the bed and go into
the hallway to get towels from your cart. You smell smoke from a room at the end of
the hall. As soon as you smell the smoke, the alarm goes off. What should you do?
2) You are staffing the front desk in the hotel lobby when you receive a call from hotel
personnel that there is a fire. What do you do?
3) You are in the kitchen and a grease fire breaks out. What do you do? Take this a
step further smoke filters into the restaurant where hotel guests are having dinner.
What do you do?
4) The fire alarm goes off on the floor. You don’t know where the fire is. Guests wander
out into the hallway to see what happened. What do you do to assist in the safe
evacuation of hotel guests? What if some guests do not speak English?
5) You enter a room and discover a cigarette was carelessly tossed into the wastepaper
basket and it is smoldering. What do you do?
6) As you are making a bed in one of the guest rooms you discover a cigarette burn in
the bed sheet. Keeping in mind that a cigarette burn can smolder for hours before
actually igniting the mattress or upholstery, what do you do?
7) The fire alarm has sounded and as people come out into the hallway you direct them
to the nearest stairway. A hotel guest exits his room in a wheelchair. What do you
do to assist this individual in a safe evacuation?
8) It is late in the evening and you are delivering room service. As you knock on
the door the fire alarm sounds. Guests do not seem to be coming out of their
rooms. You knock harder. Some hotel guests open their doors and sleepily look in
the hallway. What procedures should you follow? What if some guests refuse to
evacuate this late in the evening?
Seattle Fire Department - 220 Third Avenue S. - Seattle, WA - 98104 386-1337
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Annex 18: Children’s Rights Issues at Supply Chain
Issues and concern

How to engage with the issues and concern with
social manner
“If “ employs

“If not” employs

Child Labour (Under 18 y.o.)

Providing education
opportunity, vocational
training, opportunity to be
intern at your company

Providing reasonable price
for supplier’s goods and
services

Young Worker (18 – 24 y.o.)

Promoting Tool E and F

Promoting Tool E and F

Young worker as a
Breastfeeding mother
without support (under
24 y.o.)

Supporting and promoting
breastfeeding support and
flexible time for taking
care of her baby

Promoting Tool F

Children’s Protection

Complying with SOP on
protection

Supporting and encouraging
supplier to comply
with company’s policy
commitment on children’s
rights

Decent work

Good price for good
quality supplies

Good price for good quality
supplies, promoting tool L
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Annex 19: Steps to Enforce Community for Sustainable
Development Programmes
Businessbased

Social
License-based

Link existing business operation
with children

Link Existing CSR programmes
with children

Review impact to children in
relation to empowerment,
protection, safety and comfort
( + or - )

Internally, identify potential children/
young worker’s involvement in business
development

Internally, align with Policy
Commitment on Children’s Rights

Co-create business plan with
community and develop MoU

Co-create CC-CSR plan with
community and develop MoU

Share ideas of business
development with community
leaders, parents, caretakers
and children
Share SOP,
train/brief staff,
disseminate
monitoring
and evaluation
mechanism

Maintain

Internally, develop new SOP or
revise existing SOP for
this engagement
Inclusive execution

Monitoring
& Evaluation

Revised
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Businessbased

Social Licensebased/CSR

Community means

Environment means

• Individual or group of people to whom business
usually interact with and impact one another.
This includes customers.
• People living surround the hotel or restaurant
including children and children’s rights holders.
• Beneficiaries of CSR programmes.
• Socio-cultural entities living and growing with
the business.
• Organization working for human rights or
children’s rights issues.
• Company personnel.

• Location where business
is established.
• Land where the business
disposes waste.
• Community residential area next
to your hotel/restaurant.
• Area(s) inside hotel or restaurant
building.

Dos:

•
•
•
•

Consult with children as they live next to your hotel/restaurant.
Think about long-term programmes.
Educate and involve media to raise awarness within your company.
Use global standard when you face children’s rights issues.

Don’ts:

• Use this agenda as defensive mechanism.
• Use money to bribe the community to keep them “quiet” or to resolve
environmental problems.
• Use local authorities to represent your presence and voice.
Children’s voice:

•
•
•
•
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No hotel/restaurant blocks our view.
Hotel should recruit my family to work there.
Hotel should encourage the government to maintain public and street facilities.
There should not be unemployment since there are a lot of hotels
and restaurants emerge.
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