MITIGATING LIABILITY DURING THE WORLD CUP
Thirty-two teams and hundreds of thousands of supporters are making final arrangements for their visit to the Soccer World Cup 2010. Very exciting indeed! All will need to be accommodated and many, if not most of these visitors, will choose to extend their stay to enjoy some of South Africa’s rich outdoor (and indoor) experiences.

Many of us think that incidents are few and far between but the fact is that SATIB24 Crisis Call facility (specialists in incident management for the tourism and hospitality industry) itself manages four incidents a day, says André du Toit of Tourism Risk Managers (TRM). The threat of liability exposure is constantly there and with the guaranteed greater influx of tourists, this number will rise. 

Guests are quite aware that they are visiting an area with potential dangers. They expect and believe that they are safe because they are paying for the privilege. How we manage a safe environment can be inexpensive to implement but devastating and costly to repair. Prevention is better than cure, so make plans NOW to mitigate risk! 

We define the BIG 6 in preventive procedures as: 

· INDUCTION OF STAFF 

· GUEST ORIENTATION AND INDEMNITIES 

· CONDUCT OF ACTIVITIES 

· RISK FOCUS 

· SAFETY AND EMERGENCY SIGNS AND NUMBERS 

· ADAPTING PROCEDURES 

INDUCTION OF STAFF 
Regardless of the experience of the new recruit or the profile of their job, it is imperative that they are given a full induction. They need be made familiar with the surroundings and all the procedures. All staff should be given a ‘Welcome Pack’ which highlights amongst other things, relevant safety and emergency procedures. They should be walked through the establishment or operation and shown all safety aspects and made aware of potential dangers. An induction checklist should be drawn up and signed off. Newcomers should spend time with a representative from each of the departments within your operation: 

- Front of House and guest areas
- The Kitchen 

- The back of house area – administration and reception 

- Housekeeping and laundry 

- Activities 

- Security 

- Curio shop 

- Maintenance and gardens 

Safety issues should be highlighted in each. 

GUEST ORIENTATION AND INDEMNITY 
Guests have often travelled far and want to get settled into their rooms. Orientation chats do not have to be long winded and can be brief. These are often more effective than drawn out recital of the ‘Do’s and Don’ts’. It is how you do them that makes the difference. Put together a standard orientation chart and a clear list of emergency procedures. It is preferable that guests sign that they have received this information on safety rules. 

Whilst delivering this information, care must be taken to strike a balance between its importance and petrifying the guest on arrival. A calm and modulated tone of voice helps, along with relaxed body language. Eye contact is important to ensure credibility and sincerity. Some guests may want to be escorted to and from their rooms during the day and this should be honoured, if operationally possible. Invariably guests will use the service once or twice then walk themselves. 

There is never a reason to skip the orientation chat. It can be conducted whilst walking a guest to a room and should be prioritised above the basic schedule and activities of the establishment. 

CONDUCT OF ACTIVITIES

Some guests you take out may be experienced in the activity you offer. Regardless of the status of your guest, a briefing is a MUST. Certain ground rules have to be adhered to in the interests of safety. If any individual is not willing to comply with the rules set out, he or she must be made to understand that they may not take part in the activity or if their behaviour endangers the life of the group or in any way spoils their experience, the activity will be terminated. 

RISK FOCUS

Risk management should be a regular exercise. Some basic points that should be considered: 

· Whenever staff notices something dangerous take necessary action or notify management. 

· If staff notice hazards or potential hazards while walking with a guest, visitor or staff member, draw their attention to the hazard so that they can take the proper care. 

· If staff notice that safety signs are not being used, take this up with management. 

· Do not allow unauthorised people to walk through your work areas or use your equipment. 

· Always check that your equipment is in good repair before using it. 

· Don’t get blasé with regard to your familiarity of the operation. Accidents are the unexpected instances you didn’t account for. 

· Sun damage is serious, so use sun block and a hat daily. 

· Dehydration if left unchecked can be dangerous so drink lots of water and encourage your guests and colleagues to do the same. 

· Always make sure that the Housekeeping area is tidy and that there are no obstructions in the paths and doorways. Especially make sure that emergency exits are clear. 

· Clean up any spills on the floor immediately to ensure that you, your guests and your colleagues do not slip and hurt themselves. 

SAFETY AND EMERGENCY SIGNS AND NUMBERS 
The emergency signs and notices enable staff and guests to act quickly, getting guests and staff out of the area as quickly as possible. They are also important in informing guests and visitors of potential dangers. 

The first and most obvious sign should be at the entrance to the operation and would traditionally be a disclaimer or waiver. What is very useful is the addition of a sign that highlights potential hazards, as this at least alerts people and creates a sense of awareness. It may also include rules and regulations of the property which would cover environmental factors as well as safety issues. 
In the event of an emergency it is very important that everyone in the area moves as quickly as possible in order to prevent injury to themselves and to others. Therefore, everyone must behave in the same way and do the same things, as stated on the sign. Remember that in an emergency situation there is a human tendency to panic and not to think clearly - signs make it unnecessary for one to have to make one’s own decisions (possibly the wrong ones). 

Emergency telephone numbers should be clearly displayed next to all telephones. If you are fortunate enough to have a single incident management company e.g. SATIB24 Crisis Call then display this number only. Otherwise your list would need to include Fire Brigade, Police, Ambulance, manager, security company, insurance company and the internal incident control numbers. This facilitates easy access in an emergency situation when staff need to act quickly. 

ADAPTING SAFETY PROCEDURES

Performance and safety will differ in different organisations and depends on the type of operation itself and factors that impact on it. Factors that need to be considered when considering adapting safety performance are: 

· The type
of injuries that
are likely to occur at a
workplace 

· The nature of the activities performed 

· The number of employees employed at such workplace 
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