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As we put the unprecedented trials of the 
pandemic behind us, it’s essential to recognize 
that there exists another looming threat on the 
horizon - that of labor shortages and increased 
crime . 

We’ve seen an influx of crime, including 
increased assaults, harassment, violence, and 
theft . Historically, this is not a novel concept . 
Global disruption of this nature often ignites 
widespread social and economic unrest . 

But for hospitality, specifically, hotel staff’s 
safety and well-being during this period of 
recovery are now called to question . How 
can hotels ensure their team has access to 
adequate support? How can hotels equip their 
property with the tools needed to mitigate risk 
and protect staff in a post-pandemic world, 
while managing labor shortages through 
better vendor and inventory management? 
These are the questions now facing hoteliers 
as the industry prepares to reopen . 

The topic of staff safety, in particular, has 
received a great deal of consideration across 
the hospitality industry over the last five 
years . Research gathered from workers in 
the hospitality industry found that 89% said 
they had experienced one or more incidents 
of sexual harassment in their working life . 

Moreover, those who had experienced sexual 
harassment amd who responded to the 
Uniteunion’s Not on the Menu survey, 56 .3% 
said they had been targeted by a member 
of the public and 22 .7% said they had been 
harassed by a manager . At least half of workers 
who had been harassed said the experience 
made them want to leave their job and made 
them feel unsafe and less confident at work. 
Reports reveal that 90% of female staff and 
70% of male staff have been sexually harassed 
in hospitality workplaces . 

Initiatives such as the American Hotel and 
Lodging Association’s (AHLA) Five Star 
Promise worked to illustrate the isolated, 
intensive and vulnerable nature of hospitality 
work and, subsequently, the heightened 
practices and procedures required to ensure 
staff safety .  

The COVID-19 pandemic has further placed 
safety at the forefront of our consideration, 
and now, more than ever before, hotel 
employees and property are at risk while 
working to return to business as usual . And so, 
as we embrace the opportunity for industry-
wide recovery, hoteliers must consider 
employee and guest safety under a new lens – 
one which is aptly suited to meet and  
overcome the challenges of this changing world .

A Pandemic Within 
the Pandemic: 

The State of the Industry 
& the Challenges at Hand

Safety First: 
What Guests 

& Staff Want Most 
From Hotel Brands

Protecting the 
Front Lines: 

Safety For All, 
Not Just Some
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CHAPTER 1: 
A Pandemic Within the Pandemic

Challenge #1: A Dwindling Workforce
The impact of the COVID-19 pandemic was felt around the world and across seemingly 
every industry and vertical . Hospitality, however, was especially vulnerable to the economic 
implications of sweeping stay-at-home orders, as non-essential, international travel came to a 
halt for nearly a year . According to the Oxford Economic Study Data, 7 out of 10 hotels were 
empty, reducing the hours and demand for hospitality workers nationwide . From a revenue 
perspective, the pandemic resulted in the loss of $3 .5 million in hotel revenue each week . Over 
70% of hotel workers were laid off or furloughed, and 2 .8 to 3 .4 million hotel jobs were lost or 
eliminated [1] . This historically low occupancy 
has paved the way to a traditionally limited 
workforce, as hotel brands and independent 
properties now find themselves relying on 
smaller teams, with fewer staff members 
championing more work . 

Understandably, this is a devastating reality for 
an industry that relies on the provision of high-
touch service, thoughtfully curated by solid 
teams of passionate hospitality professionals 
across countless touch-points . With fewer 
resources and limited support, hotel staff 
members are likely to feel over-leveraged and 
ill-equipped to address heightened demands 
from guests concerning safety measures 
and public health, as well as budget and 
HR challenges . Moreover, with fewer staff 
members working and available to respond 
to incidents, there is a greater need to ensure 
staff is supported and as they move about  
a large, otherwise isolated hotel property .  
Hotel staff still require adequate coverage  
from a security perspective, even as the size  
of hospitality teams remains relatively lean . 
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With this in mind, as the hospitality industry looks to rebuild and recover, identifying ways to 
do more with less while effectively empowering staff with support-driven technology will be 

paramount to a property’s success . 

Challenge #2: Emerging 
Hotel Market Segments
When we look at the market segments 
emerging within the early stages of recovery, 
we realize that the hospitality industry now sits 
at an inflection point. Although the financial 
implications of the pandemic were, for many, 
devastating, there are also many individuals 
and families who saved money during the 
pandemic . This can be attributed to limited 

non-essential spending opportunities, as 
well as the influx of pandemic-specific relief 
funds, which, if saved rather than utilized, 
can be used to plan and book airfare and 
hotel stays .

At a glance, this pandemic-era financial 
capital application may seem like the 
ideal catalyst to the hospitality industry’s 
recovery . However, these circumstances 
have attracted a different class of guests 
to hotel properties, who appear to seek 
out hotels solely for the opportunity to ‘let 
off steam’ after a year of pandemic-related 
restrictions. Specifically, hotels and property 
rentals around the globe are reporting 
increased instances of damaged rooms and 
rowdy behavior, which places both the hotel 
property and its staff at risk . Just this month, 
media outlets reported that a dozen house 
partygoers trashed an Airbnb rental in North 
Dallas, reportedly smashing furniture and 



6

television sets during “an all-out brawl that 
saw fistfights and chaos [2].” Incidents like 
these represent a cautionary tale for hoteliers 
who are eager to increase occupancy, but not 
at the expense of their property or staff safety .

According to the U.S. Census Bureau’s first 
Household Pulse survey of 2021, anxiety rates 
are now 35 .9%, up from 6 .1% before  
the pandemic [3] . Moreover, moderate to 
severe depression among adults jumped  
from 7 .0% to 30 .2% over the pandemic .  
This is, in a sense, the pandemic within a 
pandemic; following 12-16 months of social 
isolation and heightened fear and anxiety,  
the mental health ramifications are impossible 
to ignore . Unfortunately, the looming mental 
health crisis creates the perfect storm for 
potentially volatile situations and incidents 
(assault, physical harm) in public spaces .  
As returning guests grapple with feelings 
of pent-up discontent and stress, as well as 
fears associated with returning to typical 
behavior(s), tensions are more likely to  
develop across common touch-points 
between guests, hotel staff, and the public .

To this effect, a man was taken into custody 
in 2019 after police said a housekeeper was 
sexually assaulted inside a room at an Illinois 
hotel [4] . More recently, a guest with a violent 
past was charged with physically assaulting a 
woman in a Venice motel room [5] . In Canada, 
two men were recently accused of assault 
related to quarantine measures, including an 
incident at a Montreal hotel [6] . Similarly, on 

June 5th, a security guard patrolling around 
a hotel in Kelowna, BC, was assaulted and 
robbed by a man who was not a registered 
guest at the hotel in the early hours of the 
morning [7] . In Philadelphia, police were 
recently working to identify a suspect 
responsible for a series of sexual assaults, as 
well as an attack and kidnapping attempt at 
a local hotel [8] . In March of this year, a man 
made headlines for attacking and attempting 
to sexually assault a housekeeper at a Las 
Vegas hotel [9] . Similarly, in April, a man 
allegedly attacked and strangled a fellow hotel 
worker at a hotel in Salem, New Hampshire, 
leading to felony and misdemeanor assault 
charges [10] . These incidents are indicative of 
an alarming and heartbreaking new trend in 
hospitality – one which demands immediate 
consideration and mindful intervention from 
industry leaders .

For employees, pandemic-related burnout 
and stress have also reached an all-time 
high . In Canada, for example, a recent survey 
conducted by Angus Reid Group found 
that one-third of workers worry exhaustion 
will affect their ability to do their job [11] . 
Further, nearly half of small and medium-sized 
businesses admit they are concerned that 
employee burnout will hit their bottom line . 
At the same time, recent studies found that 
feelings of burnout were coupled with feelings 
of career stagnation, with 62% of respondents 
saying the pandemic had made them feel 
stuck on career advancement and salary 

Challenge #3: Mental Stress 
and Anxiety Are at an All-Time High
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growth [12] . The writing is on the wall: the 
COVID-19 pandemic has taken an enormous 
toll on the mental well-being of individuals 
around the world and front-line workers, like 
hotel staff, are especially vulnerable . 

Over the years, the hospitality industry has 

grappled with the issue of both guest and 

staff safety, as incidents of abuse and/or 

neglect frequently made headlines across the 

globe . To reduce the safety risks associated 

with hospitality work, the American Hotel 

and Lodging Association (AHLA) partnered 

with hotels to implement The 5-Star Promise 

in 2018 . This framework set out to enhance 

the policies, training, and resources offered 

by hotels to their staff while enforcing 

employee safety devices that help strengthen 

the culture of employee and guest safety, 

emphasizing prevention and responding to 

sexual harassment and assault . 

While the regulations laid out by the AHLA 

and emerging employee safety legislation 

ordinances could not be met overnight, the 

push for safer hotels was a critical step in 

the right direction . Both staff and guests 

desire certainty and safety, and, finally, hotels 

were called to invest in the tools required to 

ensure safety was appropriately prioritized . 

New-age employee safety platforms, which 

didn’t exist before 2017, now utilize a network 

of BLE/Wi-Fi hubs that continuously gather 

real-time data from other devices and sensors 

to triangulate and provide accurate location 

information . In a staff or guest emergency, the 

device offers employees (i .e ., housekeepers) 

an accessible and discreet way to summon 

assistance quickly and effectively . 

In 2021 (and beyond), the use of these 
platforms and heightened safety protocol – 
for guests and staff alike – is paramount to the 
post-pandemic recovery of any hotel . Public 
health and safety remain top of mind . As we 
strive to make our way back to business as 
usual, effective risk mitigation will remain a 
primary indicator of success .

It is also important to note that a notoriously 
high staff turnover rate plagues the hospitality 
industry from a staffing perspective. In fact, 
the average turnover rate for hotels is 73 .8%, 
compared to the national average of 10-15% 
across other industries [13] . This is a notable 
challenge for hoteliers who are eager to build 

Employee safety is not a 
‘nice-to-have’ – it is a must-have for any 

hotel, both now and in the future. 

CHAPTER 2: 
Safety First: What Guests & Staff 

Want Most From Hotel Brands
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-- and maintain -- teams of talented hospitality professionals that are aligned with their property’s 
brand and the needs of guests . To mitigate the costs associated with high turnover and maintain 
employee engagement, hotels must deliver peace of mind to their employees . 

To effectively attract and earn the loyalty of both guests and staff, especially women, hotels must make 
safety a key component of their brand promise and go above and beyond to maintain and promote 
that promise . Regardless of size and scale, any hotel brand that fails to take a proactive approach to 
staff and guest safety is at risk of severe consequences, including reputation damage, lawsuits, and 
fines. Don’t believe us? Over the last year, hotel brands have frequently found themselves on the wrong 
end of the guest and staff safety conversion, with alarming headlines splashed across the media:

Major hotel chains sued in U .S . for 
enabling, profiting from sex trafficking

Hotel resident files class-action 
lawsuit over deadly Econo Lodge  
fire in Prince George

Quarantine hotels on trial as  
Federal Court hears constitutional 
challenge of COVID restrictions

 
Hotels Sue SF To Protect  
Workers, Guests From Unsafe 
Cleaning Ordinance

Human Trafficking Lawsuits  
and the Hotel Industry

https://www.cbc.ca/news/business/us-lawsuit-hotels-trafficking-1.5390807
https://www.cbc.ca/news/business/us-lawsuit-hotels-trafficking-1.5390807
https://www.cbc.ca/news/canada/british-columbia/hotel-guest-files-lawsuit-in-deadly-prince-george-fire-1.5710155
https://www.cbc.ca/news/canada/british-columbia/hotel-guest-files-lawsuit-in-deadly-prince-george-fire-1.5710155
https://www.cbc.ca/news/canada/british-columbia/hotel-guest-files-lawsuit-in-deadly-prince-george-fire-1.5710155
https://nationalpost.com/news/canada/quarantine-hotels-on-trial-as-federal-court-hears-constitutional-challenge-of-covid-restrictions
https://nationalpost.com/news/canada/quarantine-hotels-on-trial-as-federal-court-hears-constitutional-challenge-of-covid-restrictions
https://nationalpost.com/news/canada/quarantine-hotels-on-trial-as-federal-court-hears-constitutional-challenge-of-covid-restrictions
https://nationalpost.com/news/canada/quarantine-hotels-on-trial-as-federal-court-hears-constitutional-challenge-of-covid-restrictions
https://www.prnewswire.com/news-releases/hotels-sue-sf-to-protect-workers-guests-from-unsafe-cleaning-ordinance-301096272.html
https://www.prnewswire.com/news-releases/hotels-sue-sf-to-protect-workers-guests-from-unsafe-cleaning-ordinance-301096272.html
https://www.prnewswire.com/news-releases/hotels-sue-sf-to-protect-workers-guests-from-unsafe-cleaning-ordinance-301096272.html
https://www.hotelbusiness.com/human-trafficking-lawsuits-and-the-hotel-industry/
https://www.hotelbusiness.com/human-trafficking-lawsuits-and-the-hotel-industry/
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Oftentimes, the reputational harm accrued from lapses in guest and staff safety has an 
irreversible impact on the hotel . Public forums like Tripadvisor provide travelers with an 
opportunity to share the details of their guest experience – both good and bad . A quick scan 
across Tripadvisor reveals negative guest feedback relating to various elements of safety, 
including violence/guest disruption, hotel security, physical assault, and discrimination . 

Bad press and a damaged reputation, especially in the context of personal safety, isn’t good for 
business; the guest experience, the employee experience, and a hotel’s bottom line will always 
pay the price . Fortunately, hotels and hotel managemetn companies have an opportunity to 
get ahead of these challenges, with the implementation of safety buttons and comprehensive 
staff safety platforms .
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CHAPTER 3: 
Protecting the Front Lines

The takeaway is relatively simple: Hotels cannot afford to wait to prioritize on-property safety . 
Taking a zero-tolerance approach to guest and staff harm/misconduct can proactively protect 
both a hotel’s brand and its employees . Unlike decades past, recent advances in safety button 
technology empower a safer workplace for high-risk environments like hospitality which, in turn, 
empowers happier, healthier employees and a more efficient team.

Leveraging Wearable Technology 
to Keep Employees Safe
By now, consumers around the globe are familiar with wearable technology and, most likely, have  
grown accustomed to its professional and personal applications . In the realm of workplace safety, 
the interest in wearable technology, including sensors and handheld panic buttons that can be 
attached to lanyards or keys, has surged exponentially as vendors look to make safety more 
streamlined and accessible for employees . To this effect, Deloitte predicts that the global market 
for enterprise wearables is expected to grow 41% annually to exceed US$60 billion in 2022 [14] . 

TraknProtect has developed a comprehensive safety solution to address this industry-wide 
need and harness the power of the Internet of Things (IoT) . The platform also includes inventory 
tracking, room tray tracking, and vendor tracking . With one click of a safety button, staff 
members can rest assured that an alert has been issued via BLE Beacon & Wi-Fi technology, 
with precise real-time location information (including the exact room and floor number) sent to 
designated support staff. Following every incident, staff can record notes, pictures, and files 
within the app to streamline the reporting process, and staff emergency alerts can come in a 
variety of formats, including:

The TraknProtect platform seamlessly integrates with other hardware vendors and back-of-
house systems to simplify implementation to reduce the CapEx burden on hotel properties . 
It leverages the messaging capabilities of optimization platforms, such as HotSOS, for wider 
message distribution . The installation doesn’t require any hardwiring or for guest rooms to be 
taken out of service, and the use of the platform is easy to use and easy to train the staff so that 
they can use the applications anytime, anywhere with ease .

SMS PUSH NOTIFICATIONS DESKTOP ALERTS EMAILS

https://www2.deloitte.com/us/en/insights/focus/signals-for-strategists/wearable-devices-in-the-workplace.html
https://www.traknprotect.com/
https://www.traknprotect.com/


11

The last year has been a notably challenging 
time for hospitality . Now, as we embrace the 
opportunity to rebound, hoteliers need to 
recalibrate their offerings and reconnect with 
their team . Strong brand values start with 
management, and strong leadership begins 
with an empathic view of employees and the 
challenges associated with their roles . 

Across hospitality, we acknowledge the labor-
intensive and often isolated work that goes into 
creating an exceptional guest experience . In 
that same breath, we must also recognize the 
responsibility of hotel brands to support positive 
industry reform and protect their staff . Leading 
with integrity and empathy in this way helps hotel 
brands to set a new standard across hospitality, 

while steering their property and staff smoothly 
through the uncharted waters offered up by the  
post-pandemic landscape . 

A happier, healthier workplace is one that 
breeds a culture of success and staff longevity, 
and a well-supported team is one that provides 
a superior guest experience . Now, more than 
ever before, hoteliers, hotel operators and hotel 
management companies must reconsider the 
ways in which they protect their frontline and 
prioritize staff wellbeing with the help of robust 
safety technology . Andy Stanley once said, 
“Leaders who don’t listen will eventually be 
surrounded by people who have nothing to say.” 

So, hoteliers… are you listening?

BONUS: Are You Protecting Your Front Line?

A Happier, Healthier Workplace
A

 C
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Have you identified and addressed emerging industry 
challenges with your team?

Have you created and shared comprehensive staff and 
guest safety policies with your team?

Do you have standard safety/response protocols in place  
to be used in the event of an emergency?

Have you provided your team with mediums to report 
incidents or concerns?

Have you partnered with a technology vendor to implement 
a comprehensive safety platform with ESDs for staff use?

Are you compliant with all regional and national safety 
requirements?

Have you made guest and staff safety a core part of your 
post-pandemic reopening strategy?
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ABOUT US
TraknProtect is dedicated to helping create and support a 
safer, cleaner and more efficient hospitality environment for all 
stakeholders by leveraging its award-winning and innovative 
real-time IoT technology which provides comprehensive data, 
communications and actionable insights to our hospitality  
clients and end-users .

Our vision is to be a leading global player in the broader IOT-
based tracking solution-suite encompassing employee safety 
devices, asset and inventory tracking, and the post-COVID, 
provide cleanliness tracking & reporting tools . We strive every 
day to realize our vision by staying focused on comprehensive 
strategy and execution backed by world-class highly motivated 
talent, strong capital partners, a strong network of technology 
and distributions partners, and by providing industry-leading 
thought partnership with various hospitality industry associations .

1240 N Lake Shore DR, Unit 5B 
Chicago, IL 60610

312 .683 .9586

Sales@TraknProtect .com

www .TraknProtect .com

https://www.traknprotect.com/

