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SLIPS & FALLS

Intro about pools
Tips for keeping your pool safe throughout the year:

•

POOL SAFETY

Q: What should I do if a guest requests a copy 
of the claims form or information about the 
hotel’s insurance program?

A: All claims forms and insurance program details 
are strictly internal documents and should not be 
provided to guests. All requests for such 
information should be directed to the Marshall 
Hotels & Resorts Risk Management Team.

FROM YOUQUICK TIP
Senior citizen and handicapped guests should be placed in 

rooms as close to the elevator as possible in order to limit the 
length of the walk down the corridor and lessen the possibility of a 
slip or trip.

Slips and falls account for 31% of all hospitality claims and 41% of 
total incurred claims dollars. The average slip and fall claim at a hotel 
has direct costs of $13,409. 

- National Specialty Underwriters

Due to the high amount of foot traffic at all hotels, 
the most frequent guest and employee injuries involve slips, 
trips, and falls. Over time, the majority of the claims dollars a 
hotel will incur, and the dollars they will pay, come from a 
guest falling on the premises. 

Wet floors are only one of the many situations that 
account for the many employee and guest injuries each year.  
Your team should include the following in your safety 

program and regular property review:
• Keep records of maintenance procedures and floor care 

activities, such as repairs performed, times and dates of 
those services, and floor care products used.

• Always use “Wet Floor” signs and set them up before any 
mopping or cleaning begins.

• Be on the lookout for foreign substances on the floor; 
such as water, food, grease, oil, soap, dirt, or debris.

• When entering a building from the outside, clean 
footwear thoroughly.

• During inclement weather place a doormat inside each 
entrance.

• Routinely inspect mats for damage and excessive wear. 
Replace them as necessary.

• Investigate and thoroughly address the source of all spills.

• Provide adequate lighting for all walkways, parking areas 
and stairwells.

Make it clear to all team members that they are 
responsible for the safety of the property. This responsibility is 
shared by all staff, not just management and maintenance.
• Only walk where you are supposed to be walking. Taking 

shortcuts through busy areas invites accidents.
• Do not allow guests into unauthorized areas.
• Pay attention to where you are walking. Horseplay and 

inattention frequently lead to slips and falls.
• Promptly repair any broken or damaged walkways, curbs 

and stairs. Clearly mark any areas under repair.
• Provide additional resources in transition areas and 

surface changes, such as to and from carpeted or tiled 
surfaces.

• Clear walkways of litter, debris, cords, and furniture.
• Provide handrails for any set of stairs with more than 

three steps, up or down.
• Provide barricades and warning signs to isolate areas 

which should not be accessible to the public.
• In areas prone to slips, such as bathrooms and kitchens, 

use nonskid wax products when cleaning.
• Regularly inspect nonslip strips in all showers and tubs, 

replacing as necessary
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DID YOU KNOW?
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WATER DAMAGE PREVENTION

Water d amage i s t he 
number one source of property 
claims for hotel properties around 
the country. Leaks create problems 
for property owners and managers at 
any time of the year and during any 
point of a hotel’s lifecycle. What often 
starts as a small, undetected leak can 
quickly spread down throughout a 
building. 

Water entering a building 
generally comes from one of three 
sources, each with their own unique 
type of exposure:
• Rain & Surface Water: the roof 

acts as a large water collector 
and water escapes into the 
building due to inferior design, 
blockages, overflows, cracks, 
seams, poor maintenance or 
storm damage

• Grey & Foul Water: commercial 
machinery, such as laundry or 
restaurant appl iances , can 
present intermittent leaks when 
they are not in constant use and 
high pressure sprinkler systems 
can give rise to a rapid loss of 
large volumes of water in the 
event of a break or discharge

• Facility Systems & Services 
Water: boiler rooms, sprinkler 
systems and HVAC installations 
bring large volumes of water into 
the building and any leak can 
result in extensive water flow to 
multiple floors

Buildings that are 20 years 
of age or older are more prone to 
water damage incidents. At that point 
in the building’s lifecycle, a significant 
amount of wear and tear has 
occurred on the exterior and 
interior infrastructure.  Over time, 
piping and other systems become 
more prone to failure as well. 

Over 60% of water damage 
claims are from wear, tear, or human 
error and could have been mitigated 
or prevented through a water 
prevention program.

Managers can reduce the 
likelihood of an extensive loss by 
monitoring the property as follows:
• Promptly report and repair any 

small leaks
• Determine if a leak was an 

i so la ted occurrence or a 
symptom of a system-wide 
problem

• Closely monitor the work of any 
outside contractors which may 
have access to piping  or roof 
systems

• Review all pipe diagrams to show 
the location of valves and 
shutoffs in the event of a leak

• Exercise (close and reopen, 
lubricate as needed) all shutoff 
valves annually

• Train the Manager on Duty for 
all shifts of water shutoff 
procedures

• Authorize the Manager on Duty 
for all shifts to call a professional 
remediation company in the 
event of an incident

Even a small amount of 
water or other liquid falling on 
certain equipment may result in a 
total shutdown. It is critical to 
identify sources of water or other 
liquid immediately above valuable or 
electronic equipment. Inspect the 
roof at least twice a year, focusing 
upon flashing, drains, downspouts, 
seams, and roof-mounted equipment 
such as antennas, HVAC units, and 
satellite dishes. 

Even the most pleasant guest stay can 
be ruined by a missing or alleged stolen piece 
of personal property. While the hotel may not 
be liable for missing or stolen property, that 
does not change the potential nuisance and 
aggravation for the guest. 

Each property should post notices of 
the guest’s responsibility for his or her own 
property in any of the following manners:
• Provide a flyer on the desk or table in 

each guest room.
• Verbally confirm this policy with guests at 

check-in.
• Post information inside of a closet or 

entrance door inside of the guest room.
• Notify guests of the availability of a safe 

on premises or within guest rooms.
• Post signage in parking lots describing the 

property’s responsibility for parked 
vehicles and belongings contained within 
them.

• If guest property is stored by the hotel 
staff, provide guests with a claim ticket 
and do not release the property without 
receipt. The claim ticket should be specific 
for the hotel and numbered for each 
piece of property. Do not allow the guest 
behind the front desk or into storage 
areas.

The attitude and demeanor of your 
team during an incident like this can help to 
rectify the problem. This is an opportunity to 
show understanding and demonstrate 
exceptional customer service. 

Once a guest reports missing 
property, immediately save all relevant key lock 
records and security footage to ensure that 
the data is not reset and lost.  At this time, 
also recommend that the guest file a report 
with local police.

A report of guest stolen property is 
considered an incident and must be reported 
to the Marshall Hotels & Resorts Risk 
Management Team. All guest questions as 
relates the claim should be referred to the 
Marshall Hotels & Resorts Risk Management 
Team.

GUEST PROPERTY
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Insurance carr iers are pay ing 
increased attention to large passenger vehicles 
transporting large numbers of guests. This 
specifically applies to 10-15 passenger vans 
which frequently shuttle guests to airports and 
local attractions.

Due to the design, handling, and 
balancing of the vehicles, studies have found 
that some of these vehicles have significantly 
higher rollover rates than other vehicles.

The Marshall Hotels & Resorts Risk 
Management Team recommends the following:
• Remove the rear seat to reduce the 

weight behind the rear axle
• Limit capacity to 10 passengers
• Load forward seats first
• Do not tow trailers or loads on the roof

All vehicles should undergo regular, 
comprehensive safety inspections.

Driver inattention is a factor in the 
majority of vehicle accidents. Cell phone use 
and other handheld device use while driving is 
a common, often harmful distraction. Drivers 
may not use any handheld device while 
operating a property vehicle or while driving a 
vehicle on company business. Cell phone use is 
PROHIBITED while driving any hotel vehicles.

The Marshall Hotels & Resorts Risk 
Management Team recommends the following:
• Allow voicemail to handle all calls and 

return when safe
• Ask a passenger to make calls
• Use a handsfree device to answer calls
• Headphones are prohibited while driving
• Laptop use is prohibited while driving
• Adhere to all state laws regarding cell 

phone use while driving
• Motor Vehicle Record (MVR) checks upon 

hiring any new drivers and annually 
thereafter

• Require notification by employees of any 
change in license status or driving record

• Enforce a clear policy banning texting 
while driving

DRIVING GUESTS

ADDITIONAL RISK MANAGEMENT RESOURCES, INCLUDING: YOUR GUIDE TO CLAIMS REPORTING, 
ADDITIONAL CLAIMS FORMS, CERTIFICATE OF INSURANCE REQUESTS, PAST AND CURRENT 
NEWSLETTERS ARE ALWAYS AVAILABLE ONLINE AT: 
WWW.DII-INS.COM/SPECIALTY-PROGRAMS/MHR-MASTER-INSURANCE-PLAN/

Any and all individuals, 
vendors or third party f irms 
performing services on the property 
must provide a proper Certificate of 
Insurance before commencing work. 
The Certificate of Insurance must do 
the following:
• S how p roo f o f a dequa t e 

insurance coverage for the 
individual or contractor as 
relates to the services being 
provided including general 
liability, workers’ compensation, 
au tomob i le , and umbre l l a 
coverage

• Reflect an insurance carrier with 
a financial rating certified by A.M. 
Best Rating as A- X or stronger

• Reflect insurance coverage 
currently in force

• Name “Marshal l Hotels & 
Resorts, Inc.” and the property 
ownersh ip a s “Add i t iona l 
Insured”

The specific limits required 
for each type of contractor and 
vendor, as well as sample letters 
requesting Certificates of Insurance, 
are available in the customized 
Certificate Procurement Program 
binder at each property. If your 
property is in need of a refreshed 
copy, please contact the Marshall 
Hotels & Resorts Risk Management 
Team.

Sole proprietors, without 
exception, seeking to provide 
services on your property must also 
carry insurance coverage which 
meets or exceeds the Marshall 
Hotels & Resorts Risk Management 

Team requirements. This requirement 
includes workers’ compensation 
coverage.

Below is a list of some of 
the third parties which must provide 
Certificates of Insurance to work on 
your property:
• Snow Removal Services
• Landscapers
• Third Party Shuttle Services
• Electricians, Plumbers & Painters
• Roofers
• Contractors
• Caterers
• Valet
• Spa Operators
• Lifeguards
• Street & Road Pavers
• Retail Tenants

U p o n r e c e i p t o f a 
Certificate of Insurance from a 
potential or current contractor, 
forward it to the Marshall Hotels & 
Resorts Risk Management Team for 
review. The team will provide a 
prompt review and detail any 
required revisions or inadequacies.

Failure to procure necessary 
Certificates of Insurance leaves the 
property ownership open to claims 
and lawsuits which may arise from 
the negligence of uninsured or 
underinsured service providers. 

If you are unsure as to 
whether a Certificate of Insurance is 
needed or experience difficulty in 
obtaining a Certificate of Insurance, 
contact the Marshall Hotels & 
Resorts Risk Management Team.

CERTIFICATES OF INSURANCE


