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garbage and/or waste from COVID-19 positive guest’s rooms until after the guests had left the
hotel.

Following this discussion, | sent an email to the Operation Coordinator of Department of Jobs
Precincts and Regions (DJPR) outlining the Hotel General Manager’s concerns. The
Operation Coordinator of DJPR replied to my email and advised that the process that had
been adopted at the Crown Metropol for COVID-19 positive guests' rooms was for the guests
to bag their garbage in a yellow bag and leave it outside their door. Nurses would then double
bag the garbage in another yellow bag and dispose of it in a yellow bin. DJPR instructed me to
confirm the process with the nursing staff on site [DHS.5000.0008.3944]. Prior to this it was
my understanding that garbage for COVID-19 positive guests was to be removed in the

manner outlined in paragraph 16 above.

(b) transport of luggage to/from guests’ rooms; and

I was involved in one exit procedure for guests at the Stamford Plaza Hotel which | believe

occurred on 14 June 2020. To the best of my recollection, | was not involved in any arrivals.

Generally, | understand that during departures guests were responsible for transporting their
luggage from their room to the reception foyer to be processed and released. In the event
that the guest was unable to manoeuvre their own luggage, for instance due to physical
limitations, Dnata staff who were on site at the hotel were to provide assistance. In relation to
arrivals, the guest’s luggage was to be removed from the bus by Dnata staff and placed on a
trolley or provided to the guest. Similarly, the guest was required to manoeuvre their luggage
to their room. In the event that the guest was unable to manoeuvre their luggage, Dnata staff

were to provide assistance.
| have detailed the practices of the security guards in my answer to subparagraph (c) below.
(c) use of PPE by security staff?

In early-mid June 2020, the Department Policy regarding PPE use for Security Staff did not

recommend the use of gloves and instead reinforced effective hand hygiene practices.? As |

2 The PPE policies for security guards were contained in the Operation Soteria PPE Advice for Hotel-Based Security Staff and
AOs in contact with Quarantined Clients dated 5 May 2020 [DHS.5000.0026.3947] which was updated in Operation Soteria —
PPE Advice for Hotel-Based Security Staff & AOs | Contact with Quarantined Clients [DHS.5000.0009.1930].
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wearing gloves. As | mentioned above, after several discussions with the security manager,

the practices improved.
Use of PPE by security staff.

26. In my view, the policy and procedures relating to PPE use by security staff were adequate and
appropriate. The policy as at early to mid-June 2020, required use of hand sanitiser after
touching anything, rather than the use of gloves, and | believe this was a safer and more
efficient method in the hotels. As mentioned above, | observed on 13 June 2020 that the

implementation of the policy by the security staff was initially flawed.

Question 7. If, during the period from early-mid June, any of the above procedures or practices

changed please describe when they changed, how they changed and why they changed.

27. | refer to my answer to question 5 above. | am not aware of any other changes to procedures

or policies during the period from early-mid June 2020.

Question 8. If there was any difference between the procedures and practices identified in
answer to the previous question insofar as they related to guests who were known to be
COVID positive, what were those differences and what is your understanding for the reason(s)

for those differences?

28. COVID-19 positive guests’ luggage was double bagged during arrivals and departures.
Further, COVID-19 positive guests were transported in ambulance and/or non-emergency

patient transport vehicles and not taxis.

29. | was notified of a different garbage removal process for COVID-19 positive guests at the

Stamford Plaza Hotel on or around 13 June 2020, as | have described above at paragraph 18.

30. Otherwise, | am not aware of any differences between PPE, garbage, and luggage policies

and procedures for COVID-19 positive guests.

Complaints and Escalation

Question 9. At each quarantine hotel at which you worked, what was the process for people
(including people working at the hotel and people in quarantine) to make complaints or

escalate grievances? In your view, were those processes adequate?

31. Guests provided complaints and feedback in a range of different ways. For example, guests

would speak directly to the hotel reception staff, nursing staff, DJPR staff, telephone reception
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and ask to be put through to an AO or Team Leader or telephone the Department’s feedback

network.

32. In relation to guest complaints, | would always try and resolve the issue locally. That is, by
using resources at my disposal within the hotel. For example, complaints relating to food could
be directed to the hotel staff. In the event that a complaint could not be resolved locally, the
complaint could be escalated to the EOC Operations Lead via email at

dhhsopsoteriaEOC@dhhs.vic.gov.au and also directed to the Department’s complaints

process at https://www.dhhs.vic.gov.au/making-complaint.

33. Similarly, for staff working at the hotel, depending on the nature of the complaint, the process
was to speak with their respective manager or the Team Leader. If the matter could not be
resolved locally the complaint could be escalated to the EOC Operations Lead via the email
mentioned above or through their respective manager. | am not specifically aware of matters
that were raised with the DJPR Team Leader. The DJPR Team Leader was on site from time

to time but not always.

34. During my time as a Team Leader, | do not recall any guest or person working at a hotel ever
proceeding with a formal complaint. To the best of my recollection, | have never made a

formal complaint or engaged in that process on behalf of a guest or person working at a hotel.

Question 10. Did you have concerns, or raise any issues, about any aspect of the Hotel
Quarantine Program, or the way that the program was being delivered? If so, in relation to

each, please:

@ provide the details of each concern or issue;

(b) explain how the concern or issue was dealt with, including any persons to

whom it was relayed; and

(c) describe what outcome, if any, was achieved in relation to the concern or issue.

35. | set out below examples of general concerns as well as site specific concerns.

General concerns

36. On 21 April 2020, | raised concerns with the State Emergency Management Centre (SEMC)
via email that there appeared to be a lack of understanding amongst security and nursing staff
as to the potential for family violence. | also raised my concerns regarding the potential of
leaving victim survivors isolated in rooms with perpetrators [DHS.5000.0023.7697]. | was not
aware of the outcome at the time, however, | have since been informed that my concerns

were forwarded by SEMC to EOC for their review. | understand that the Complex Assessment
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on appropriate PPE usage. | believe that social distancing measures would have also been

discussed, however, | cannot recall precisely.

51. On the afternoon of 14 June 2020 or the morning of the 15 June 2020 (I can't recall which), |
observed garbage on the floor and old food left in the Department/nurses staff room in the
Stamford Plaza Hotel, as well as a kettle on the floor. Staff complained about the ongoing
hygiene issues at the hotel. Others working at the hotel had also raised concerns with me on
14 June 2020, including regarding the toilets. | relayed my concerns by email to EOC on the
morning of the 15 June 2020 and included photographs [DHS.0001.0023.0155].

Question 11. Did you or identify or receive notice of any poor or unacceptable conduct by any

person in connection with the Hotel Quarantine Program? If so:

(@) what were the details;
(b) how were those issues dealt with; and
(c) what was the outcome?
52. | consider the conduct of the security manager at Stamford Plaza Hotel, which I've outlined

above at paragraph 23(c) to (e), was unacceptable. | also considered the conduct of the
security guards which | have outlined at paragraph 13(c) was unacceptable. | wouldn't

describe any other conduct | identified or became aware of as unacceptable.

Outbreak at the Stamford Plaza Hotel

Question 12. What actions were taken, and when, in relation to the outbreak at the Stamford
Plaza Hotel? Do you think the response(s) was/were adequate and appropriate? Please

provide details and any relevant documents.

53. I did not work at the Stamford Plaza Hotel after the outbreak and | was quarantined for two
weeks until 29 June 2020. | therefore do not know what actions were taken and | cannot

comment further.

Further Information

Question 13. If you wish to include any additional information in your witness statement,

please set it out below.
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