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Guest Accidents or Injury Procedures & Guidelines
1.)  For “Emergency” type injuries always call 911 for ambulance assistance. Let the customer know that help is on the way.  

      Try to make them as comfortable as possible. If required provide First-Aid care to minimize any bleeding.  Maintain a  

      supply of rubber gloves for staff members to use when trying to control blood flow.

2.)  For Non-Emergency injuries always ask the customer if they need medical attention. Never insist that they receive care 

       or suggest a medical care provider as it might be interpreted by the customer that you are agreeing to pay for their medical 
       services. 
3.)   Be sensitive and caring as treating them as a potential liability claimant will probably result in a claim. However, never  

       apologize for any accident or admit that you or any employee is at fault. Being sensitive or caring does not mean you   

       are responsible for an accident. Such statements or apologies may cause an otherwise non-litigious person to think claim 

       or lawsuit if he/she thinks such statements is a credible admission of guilt or liability.

4.)  Never offer to pay for medical expenses or mention insurance coverage. Such offers may make the customer feel that you  

      are entering into a contractual arrangement to pay for their future medical costs for all treatment. 

5.)  If the customer asks about medical cost responsibility please advise the customer that all of their information and the   

      incident report will be referred to your insurance agent. If asked, give the customer our number referenced above.

6.)  Do not discuss the cause of the accident with the customer. If the customer argues or implies that you are at fault it is best  

       to reply that you will notify your company and that they will investigate the incident.

7.)  Never, ever correct an employee at the scene or in front of a guest or make any statements that a situation on your  

       property is defective or should have been fixed. Such statements will almost assure a customer will look for compensation

       via claims or lawsuit.

8.)  An appropriate manager should be called to assist (when available) by taking a complete statement from the customer. Who, 

      What, Where, When & Why questions should be directed to the guest in a calm manner. Do not make the guest feel like they

      are being interrogated. Try to capture any witnesses and obtain their version. Document their information and record their
      phone & home address. All information should be recorded on the Quest International Incident Report form. This form is 
       for internal use only. Never give the guest a copy of the report. If asked, refer the guest to Kelsey Bethel with Risk 

       Advisors of America at (407) 571-1320, Ext. 209.
 9.)  For all slip &/or trip & fall incidents, please make sure you take notice of the type shoe worn &/or whether length of clothing 

       could have caused a trip and fall type accident. As soon as the customer has departed or is removed from the accident site 
       you should examine the area to capture pertinent facts. Be sure you know exactly the spot where any fall or accident

       occurred.
10.)  Evidence wins lawsuits so the more you have the better your chances to prevail. This means preserving accident sites via

        photographs &/or diagrams. Take photos of accident site(s) after the customer has left the area. If  products or 
        equipment are involved, please retain all materials to be forwarded to your carrier when requested. Never throw evidence
        away. 
