
RISK ENGINEERING

REOPENING YOUR HOTEL AFTER A COVID-19 SHUTDOWN

continued

HOTEL REOPENING, POST-QUARANTINE

Restarting operations and managing the associated risks of ramping 
up your hospitality business after downtime can prove challenging. It 
is imperative that operations resume in a methodical, safe and effective 
manner. Depending on the complexity of your operations, the process 
should be organized using a comprehensive risk assessment. This 
document will assist you in the safe and organized process of  
restarting operations.

OUR EXPERTISE DRIVES POSITIVE RESULTS

Our consultants help create practical solutions that minimize loss and 
improve overall operations. How?

• Technical expertise and consultation. Our Risk Engineering 
team provides results-oriented solutions and value to our business 
customers.

• The right consultant for each customer. It’s how we deliver tailored 
solutions, drive lower loss ratios and improve bottom-line results.

• Satisfied customers. We have the success stories to prove it. 
Customers say we consistently exceed their expectations.
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POTENTIAL UNIQUE  
CHALLENGES THAT MAY  
OCCUR DURING A COVID-19 
REOPENING:
• Cleaning protocols

• Food safety

• Limited operations and staffing

• Liquor liability for carry-out

• Positive COVID occupants

• Property safety and security

• Slips, trips and falls

• Vehicle and valet considerations



• 
BEST PRACTICES

Minimize risk exposure and improve your bottom-
line results by focusing on these key best practices:

FOUNDATIONAL PANDEMIC SAFEGUARDS

• Provide personal protective equipment (PPE)  
for all associates, use a consistent contact tracing 
method and reduce human touches.

• Communication with associates and guests is 
crucial regarding protocols for social distancing, 
hygiene and navigating through constantly 
changing physical environments.

• Partner with regulatory bodies and communicate 
how infection can be prevented and not spread. 
Implement an associate health screening protocol.

• HR will typically provide input for the decisions to 
reopen properties that span the management of local 
government mandates. Communication between 
corporate and local HR functions is essential.

GENERAL LIABILITY

Here are some tips that could be helpful to business 
and property owners during the dynamic opening/
reopening scenarios that continue to play out 
during the COVID-19 pandemic. As always, tailor 
your management systems and resources to your 
unique business environment and seek legal 
counsel when necessary.

CREATE A VIRUS TRANSMISSION 
PREVENTION PLAN

Create a virus transmission prevention response plan 
in accordance with local and state rules. Assess risks 
of exposure to COVID-19 for your employees, staff 
and outside contractors who may enter the facility. 
This plan should include employee health screening, 
cleaning and training procedures and illness 
reporting protocols. Your plan should be tailored to 
meet the needs of your specific operations.  
CDC COVID-19 Employer Information for Hotels

INFORMATION FOR HOTELS

• Leverage existing management systems, don’t 
create new systems. Incorporate COVID-19 
solutions into existing policies and procedures.

• Keep records. Documentation is key to prove 
what new policies and practices are in place, how 
they were taught and how they were implemented 
including customer complaints.

• Use technology to improve the customer 
experience, e.g., encourage hazard identification 
with mobile apps and other communication 
mechanisms. 

APPLY PREVENTION THROUGH  
DESIGN PRINCIPLES

• Review and improve customer flow patterns. 
Many hotels have created signage for one-way 
aisles; limited entrance options; floor decals 
indicate where customers should stand when 
lining up for check-in/check-out. 

• Improve physical spacing in common spaces by 
eliminating or at least minimizing gatherings. 
For example, assembling physical barriers and 
spacing tables farther apart to adhere to local 
distancing guidelines.

• Consider temporary closures of high-contact areas 
in self-serve coffee areas, restaurants and gyms. 
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https://www.cdc.gov/coronavirus/2019-ncov/community/organizations/hotel-employers.html?deliveryName=FCP_1_USCDC_10_4-DM37810


PROTECT YOUR CUSTOMERS  
AND EMPLOYEES

• Use technology whenever possible to minimize 
person-to-person contact (e.g., use of smartphone 
as hotel key, use app to check in and out, contact-
less room service delivery, mobile ordering, etc.).

• Post signage as necessary to inform guests of 
pandemic expectations including wearing face 
coverings in public areas or use restrictions for 
fitness centers, pools or food service normally 
provided. 

• Enhance cleaning protocols throughout the 
facility with increased frequency. Incorporate 
disinfection into pest management plan. 

UNIQUE CHALLENGES

POSSIBLY POSITIVE COVID-19 OCCUPANTS

• Post appropriate signage reminding all occupants 
of all rules.

• If a guest is ill and isolating in their hotel room, 
discontinue all but essential housekeeping 
services to the room. Always follow CDC 
additional precautions for cleaning rooms 
previously occupied by ill guests

CLEANING PROTOCOLS

• Develop enhanced cleaning protocols and 
document activities dutifully. Provide adequate 
PPE for staff.

• Conduct more frequent cleaning and disinfection 
of high-touch surfaces such as the reception/
check-in desk, public areas, restrooms, tables, 
elevator buttons, water fountains, ice/vending 
machines, coffee service, pens, room keys, key 
cards, etc.

• Provide sanitizing stations throughout the 
property and at elevators.

LIQUOR LIABILITY FOR CARRY-OUT

• Since the onset of COVID-19, more than 40 states 
have approved “to-go cocktail” legislation. If you 
endeavor to provide to-go cocktails, seek legal 
guidance to better understand new laws and 
potential risks. 

• Have all new procedures in writing and a record of 
employee training.

• Have the proper cups and notations/seals on the cup.

• Keep detailed records and retain through Dram 
Shop Claims statute of limitations (seek legal 
counsel in all states of operation). 

FOOD SAFETY

• Refrain from using community bowls, salad bars, 
buffets, common utensils and bins, etc. 

• Maximize use of cooked foods that are inherently 
safe (involve a kill step) versus raw foods, e.g., 
fruits and vegetables and dips.

• Provide single use/serve options wherever 
possible (e.g. condiments, seasoning packets, etc.).

SLIPS, TRIPS AND FALLS

• Slips, trips and falls still remain the number one 
loss source; ensure that the new controls don’t 
introduce new hazards. Use barriers that have 
components at eye level (don’t require guests to 
look down at the floor).

• 
SAFETY AND SECURITY EVALUATION

• Inspect both exterior and interior areas of the 
facility to ensure structural integrity and that no 
critical items are missing. For the exterior, this 
includes roof inspections (drains and scuppers are 
clear and no signs of leakage for example), wall 
integrity (pest control or vandalism) and ensuring 
that any overgrown landscaping that may 
compromise structures is corrected (trees, shrubs, 
etc. that overhang buildings or grow against 
exterior walls). For interior, look for any wet spots 
which may prove an instigator for mold damage 
in hidden places. 

• Make sure all perimeter and area detection 
devices are functioning while providing alarm 
annunciation and proper supervision at control 
panels and third-party agencies where engaged.
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BUSINESS CONTINUITY REVIEW

• Review your business continuity plan and 
refer to restoration and recovery procedures to 
assure all necessary administrative, production, 
service and other process restoration actions are 
implemented. 

• Review and follow all developed business 
restoration checklists including reaching out to 
key vendors, suppliers and employees to assure 
everyone is in line with the planned restart and 
that all processes can be supported. 

FIRE PROTECTION AND DETECTION

• Fire protection systems should be visually and 
physically inspected per NFPA 25 - Inspection, 
Testing and Maintenance of Water-Based Fire 
Protection Systems. This should include testing 
alarms, fire pumps and water supply. Adhere to 
other pertinent standards where applicable, to 
ensure proper operating conditions.

• For systems that were impaired for any reason 
(i.e., draining of systems to prevent freezing, 
etc.), they should be flushed to remove any 
potential obstructions, re-charged and put back in 
service. Follow the proper impairment handling 
procedures that were previously implemented 
and/or recommended. 

• Inspect and test all fire detection systems 
to ensure control panels are functional, and 
annunciation checks are conducted for internal 
alarm notification devices and receipt of 
notification at central station monitoring.

• Automatic fire doors should be inspected and 
tested to ensure they operate appropriately. 

• Emergency generators used as a backup for life 
safety systems should have their fuel tanks topped 
and service providers should resume inspection 
and testing protocols.

UTILITIES

• A plan should be created prior to powering the 
various circuits in the facility. The plan should 
be systematic versus engaging all at once so that 
issues may be identified independently. This 
should be done with at least 2-3 person teams if 
possible. Incident histories have shown that many 
failures can occur at start-ups. 

• Where possible, conduct thorough physical 
inspections of the utilities. For items such as 
boilers or furnaces and cooking equipment, 
the required inspections, cleaning and purging 
should be completed prior to putting them into 
service. If your maintenance staff does not have 
the expertise to complete the processes safely, 
engage a qualified vendor. Where multiple gas-
fired equipment exists, they should be actuated 
individually with integrity checks before engaging 
subsequent equipment items.

•  HVAC systems should be inspected for proper 
functioning of monitoring and control features. 
Dampers, ductwork, fuel or power supply, 
ventilation openings and equipment, equipment, 
heat exchangers and packaged terminal air 
conditioners (PTACs), etc. should be investigated 
for good condition and proper operation. In 
addition to this, these systems should be fully 
sanitized and disinfected prior to operation. 

• When reopening valves and piping for water 
services, do so slowly as to prevent water 
hammering which can damage piping and 
devices. Only individual zones should be 
engaged at any one time to allow for maximum 
supervision. To help improve detection of leaks 
after recharging a water system zone, you may 
find a great benefit in the use of water sensing 
technology. 

• Facility lighting (emergency, exit and ceiling) 
should be inspected, tested, repaired and 
replaced as needed. Engaging lighting circuits 
methodically will allow a better opportunity to 
recognize improper conditions quickly.
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EQUIPMENT AND PROCESSES

• Conduct a thorough visual inspection to see that 
no damage (vandalism, pest control, etc.) has 
occurred. This includes ensuring components are 
in good condition, piping is clear, and valves are 
in good working condition.

• It is imperative that equipment is thoroughly 
cleaned and sanitized prior to being brought 
online. This cleaning process should extend to 
bathroom vents, laundry vent lines, linen chutes, 
and other equipment-supporting infrastructure.

• Maintenance checks and procedures that may 
have passed required dates during the idling of 
the facility should be first conducted once initial 
safety checks have been completed, but prior to 
activating any critical equipment. 

VEHICLE USE AND MANAGEMENT

• Vehicles should be inspected by a mechanic prior to 
use if they have been stagnant for any length of time.

• Verify insurance coverage for vehicles that are 
taken out of storage.

• Be sure to clean and sanitize vehicles prior to 
being placed back in use and between each use.

• Be sure proper PPE is available for all drivers.

• When operating vehicles of others or vehicles 
with passengers, don’t use recirculate on the 
HVAC controls, use the fresh air intake option 
and/or open a window to allow fresh air to enter 
the vehicle. Keep in mind that MAX AC will 
recirculate the air.

• Third-party contracted valet service should be 
following proper CDC guidelines to operate.

• Consider modifying the vehicles used to transport 
customers to limit exposure to your driver. Be 
sure these modifications do not create additional 
hazards and are performed to OEM specifications.   

SERVICES

Consultation – The Hartford’s Risk Engineering 
organization has technical expertise and provides 
results-oriented solutions to our business customers 
that help them create practical solutions that 
minimize loss and improve overall operations. 

Virtual Capabilities – Where appropriate, Risk 
Engineering can deliver on-site, telephonic, email or 
live video service to our customers that most impact 
your industry.

Industrial Hygiene – We can provide guidance on the 
safe use and handling of sanitizing and disinfecting 
chemicals to protect your employees and guests. 

On-Demand Webinars – Gain access to our free 
library of Risk Engineering webinars. 

On-Demand Training – 600+ course library available 
at a discounted rate through our vendor partnership 
with PureSafety. See courses available.

Newsletters – Receive monthly best practices,  
tips and more by signing up for our Construction  
or Fleet newsletters.
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https://thehartford.puresafety.com/Ondemand/Home
https://www.thehartford.com/loss-control?overlay=1444671235104
https://www.thehartford.com/loss-control?overlay=1444651176661


The information provided in these materials is intended to be general and advisory in nature. It shall not be considered legal advice. The Hartford does not warrant that the implementation 
of any view or recommendation contained herein will: (i) result in the elimination of any unsafe conditions at your business locations or with respect to your business operations; or (ii) be an 
appropriate legal or business practice. The Hartford assumes no responsibility for the control or correction of hazards or legal compliance with respect to your business practices, and the views 
and recommendations contained herein shall not constitute our undertaking, on your behalf or for the benefit of others, to determine or warrant that your business premises, locations or 
operations are safe or healthful, or are in compliance with any law, rule or regulation. Readers seeking to resolve specific safety, legal or business issues or concerns related to the information 
provided in these materials should consult their safety consultant, attorney or business advisors. All information and representations herein are as of February 2021.

The Hartford® is The Hartford Financial Services Group, Inc. and its subsidiaries, including Hartford Fire Insurance Company. Its headquarters is in Hartford, CT.

21-ML-569206 © February 2021 The Hartford

LEARN MORE ABOUT OUR COMMITMENT TO YOUR SAFETY.
Contact your Risk Engineering consultant to access resources 24/7  
with policy number at TheHartford.com/riskengineering
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Business Insurance
Employee Benefits
Auto
Home

RESOURCES

Contact Risk Engineering or go to TheHartford.
com/riskengineering and enter your current policy 
number for on-demand solutions focused on the loss 
trends that most impact your industry such as:

• Business Continuity Planning

• Cleaning and Disinfecting Your Facility, CDC

• COVID 19 - Business Liability Waivers

• Fire System Impairment Logs and Tags

• Fire Protection Self Inspection Form

•  Food Delivery and Pickup Risk in Relation  
to COVID-19

• Gas Line Purging and Purging Checklist

• Handling General Liability Incidents

•  Recovering from COVID-19 Building Closures, 
AIHA 2020

• Sprinkler System Impairments

• Water Damage Prevention Planning

https://www.thehartford.com/loss-control
https://www.thehartford.com/loss-control
https://www.thehartford.com/loss-control
https://www.cdc.gov/coronavirus/2019-ncov/community/

