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EMPLOYEE SLIPS & FALLS

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

•

POOL SAFETY

Q: What should the hotel do with credit card 
authorizations from previous guests?

A: Theft of credit card authorizations has become 
more frequent. Hard copies of credit card 
authorizations from current or previous guests 
should not be kept at the front desk. Past 
authorizations should be scanned digitally, if 
necessary, and hard copies should be shredded. If 
you suspect that the authorizations have been 
compromised, notify local police and the Marshall 
Hotels & Resorts Risk Management Team.

FROM YOU:DID YOU KNOW?
In 2016, legislation, known as Kari’s Law, was 

introduced which requires direct dial access from hotel room 
phones to emergency services when 9-1-1 is dialed. Prior to 
the introduction of this law, only 44% of franchised hotels and 
32% of independent hotels allowed guests to directly dial 9-1-1. 
Most properties required the guest to dial “9” or another code 
to reach a contact outside of the property. This statute is 
already in effect in some states.

- S.2553 - Kari's Law Act of 2016
  www.congress.gov/bill/114th-congress/senate-bill/2553

The most frequent employee workplace injury is a 
slip or trip and fall. Over time, the majority of the employee 
injury claims a hotel will face, and the claims dollars incurred, 
come from an employee slipping or tripping and falling.

Wet floors are only one of the many causes that 
account for the many employee each year. Observe tasks or 
work areas where your team may be at a risk of slips, trips 
and falls. Use accident logs, report near-miss incidents and 
encourage feedback from your staff to identify common and 
serious risk factors. Consider the following: 

• Are there areas of uneven flooring?
• Are there areas of floors that are often wet, such as by 

entrances or in kitchen areas?
• Are storage and working areas free of clutter?
• Are employees wearing safe, clean, non-slip shoes?
• Are hallways, stairwells and parking areas well lit?

Your team should also include the following in your 
safety program and maintenance policy:

• Always use “Wet Floor” signs.
• 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.

• Use a doormat inside each entrance during inclement 
weather. Routinely inspect mats for damage and excessive 
wear, replacing them as necessary.

• Investigate and thoroughly address the source of spills.

Also, make it clear to all team members that they are 
responsible for the safety of the property. This is a 
responsibility shared by all staff, not just management and 
maintenance departments.

• 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.
• In areas prone to slips, such as bathrooms, kitchens, or 

laundry, use nonskid wax products when cleaning.
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LIFTING STRAINS & PULLS
Lifting is a very common 

activity for all employees, and it 
requires adhering to specific safety 
precautions in order to avoid 
injury. Lower back injuries are one 
of the most common work-
related injuries and can cause 
long-term discomfort. Following 
these simple guidelines and 
learning to lift properly will help 
reduce the likelihood of painful 
injuries:

• Clear away any potential 
obstacles before beginning to 
carry an object. Make sure 
you have alerted guests and 
other employees in your path 
or cleared the area entirely if 
needed.

• Get a strong grip and stabilize 
your footing. Use your hands, 
not your fingers, to grip the 
load, and position your feet so 
that one foot is next to the 
load and one is behind it.

• Get under the load by 
bending your knees, not your 
back. Bending over at the 
waist to reach for t h e 
object puts strain on your 
back, shoulder and n e c k 
muscles, and may cause 
serious injury.

• Keep the load close to your 
body.  

• Never twist your body when 
you are lifting.  Turn y o u r 
entire body by using your feet.  

• Do not lift objects above the 
shoulders or below waist 
level.

• Wear gloves if you are lifting 
rough equipment.

Before lifting an object, 
check its weight. Decide if you can 
handle it alone or if you need 
assistance, and when in doubt, ask 
for help. Moving an object that is 
too heavy or bulky can cause 

severe injury. If a particular load is 
heavier than you can handle:

• Get someone to help. 
• Break it down into smaller 

loads if possible.
• Use dollies or luggage carts as 
aids.

If you’re going to be 
carrying a load with another 
employee to another point, both 
of you should coordinate this 
prior to lifting the object. Check 
the route and clearance as one 
employee needs to be in a 
position to observe and direct the 
other. Lifting and lowering should 
be done in unison. Don’t let the 
load drop suddenly without 
warning your partner.  

Proper lifting methods 
protect against injury and make 
continued work much easier. It is 
important to think about what 
you are going to do and where 
you are going before lifting an 
object. Over time, these safe lifting 
techniques will become habit. 

Even the most pleasant guest stay can be 
ruined by a missing or alleged stolen piece of a guest’s 
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 notice 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.

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.  Also, recommend that the guest report any 
allegation of theft to the 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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More than half of states are covered by a law 
that prohibits smoking in public places. For those that 
are not covered by these laws, following suit is often 
still economically advantageous. Going smoke-free 
protects your employees’ health, improves 
productivity, lowers maintenance expenses, reduces 
absenteeism and can make guests happier. Allowing 
smoking on property increases your risk of fire, 
workers’ compensation, medical and liability claims.

Long-term exposure to secondhand smoke 
has been shown to lead to sicknesses and disabilities 
such as asthma, sinusitis, and other respiratory and 
heart problems that may result in costly workers’ 
compensation claims.

Experience with the passage of smoke-free 
laws in several states demonstrates that hospitality 
worker health improves dramatically in the absence 
of smoke. After the smoke-free law in New York went 
into effect, the number of hospitality workers who 
experienced morning cough dropped by 46%. 
Healthier workers mean higher productivity and 
fewer sick days. 

In a summary of studies assessing the 
economic impact in the hospitality industry, compiled 
by the VicHealth Centre for Tobacco Control, 95% of 
major studies showed no negative economic impact 
from the introduction of smoke-free policies. 

Consider the following when enacting a 
smoke-free policy:
• Create a clear written policy prohibiting smoking 

on the premises by both employees and guests, 
distribute it, and communicate it with employees.

• Display a notice to guests prohibiting smoking in 
rooms or common areas.

• Enforce your policy and present a safe, alternative 
area where guests can smoke, if needed.

SMOKING

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/

M a r s h a l l H o t e l s & 
Resorts is committed to the 
hea l th and wel lness of i ts 
employees. When an employee is 
injured in the course of their 
employment, we are committed to 
assisting the employee to return 
to work as soon as possible. The 
goal of management is to help 
return injured employees back to 
productive work quickly and aid in 
the healing process when possible. 

R e t u r n - To - W o r k 
programs apply to all employees 
who have a workplace injury that 
precludes the employee from 
performing any part of their 
normal work duties.

Al l Return-To-Work 
programs should incorporate 
temporary, transitional duty jobs 
that consist of a modification of 
the original job, a different job, or 
several part time tasks combined 
into one job. A transitional job 
should be provided within the 
employee’s limitations until the 
treating healthcare provider 
releases the employee to his or 
her full, regular work. Through its 
Return-To-Work program, the 
property has the opportunity to 
assist the injured employee 
recover at a more rapid rate as 
well as to minimize employee 
wage loss. 

R e t u r n - To - W o r k 
programs provide employees  with 
an opportunity to continue as 
valuable members of the team 

while recovering from an injury. 
This promotes speedy recovery 
and rehabilitates employees to 
normal work status as effectively 
and quickly as possible. This also 
keeps the employee’s work 
pat terns and income leve l 
consistent.

As work-related injuries 
can result in varying degrees of 
disability, the property should 
consider both the degree of 
disability and the nature of the 
transitional duty. The Return-To-
Work program should have 
opportunities which address the 
following types of disability:

• Temporary Partial Disability: 
The employee can eventually 
return to full capacity work, 
but cannot perform their 
normal duties for a period of 
time.

• Temporary Total Disability: 
The employee cannot work 
presently but can eventually 
return to work with full or 
partial recovery.

• Permanent Partial Disability: 
The employee is permanently 
and partially disabled, having 
achieved maximum possibly 
improvement, but not a full 
recovery.

Any questions related to 
the availability of transitional work 
and job assignment should be 
directed to the Marshall Hotels & 
Resorts Risk Management Team. 

RETURN TO WORK PROGRAM


