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Guest Safety
& Incident

Response Guide

Helping you create a safe, informed, and
memorable experience for every guest.

As a valued member of the Hot Springs Association, you understand the balance between natural beauty and
guest safety. At Granite Insurance, we specialize in helping hot springs operators create exceptional
experiences while managing risk. This guide outlines practical, everyday actions to educate your guests,
manage expectations, and respond effectively to incidents — empowering your team and protecting your
operation.

SECTION 1: EVERYDAY ACTIONS

Educate Your Guests

Hot springs are relaxing, rejuvenating—and inherently unique environments. It’s important your guests
understand the risks before they step into a tub or pool.

Use multiple touch points to deliver this message: on your website, during the reservation process, through
signage across the property, and through staff reminders on-site. This consistent messaging reinforces the
importance of safety and prepares guests for their experience.

Your Property and Amenities

Each hot springs property is different, and your amenities may present specific considerations. Is the stone
around your pools especially slick when wet? Does one pool run hotter than others during certain hours?
Educate guests about what to expect at each location.

For example, guests may become dehydrated faster while soaking, leading to dizziness or lightheadedness.
Make this part of your safety messaging—encourage hydration and let them know that this is a common and
preventable effect. When guests are informed, they’re more confident and comfortable in your environment.

Manage Expectations

Set clear expectations upfront. When guests understand what might happen, they’re far less likely to be
surprised or upset if something doesn’t go perfectly. A simple, “It’s common to feel lightheaded if you soak
too long—make sure to drink water and take breaks,” can make a major difference in how a guest perceives
their experience.

SECTION 2: INCIDENT - IMMEDIATE ACTIONS

Care Comes First

Your top priority is always the guest’s health. If an incident occurs, prompt and immediate medical attention
is critical. Whether it’s a minor slip or a more serious injury, act quickly and with care.
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Timely Reporting

Report all incidents to Granite Insurance within 24 hours of the occurrence. If the injury is significant, give
us a call as well so we can discuss the details. Don’t worry — reporting incidents doesn’t negatively affect
your coverage. It helps us support you and ensure the claim is handled properly.

Document Guest Comments

Make sure to record everything the injured guest says, as their comments can provide critical context. For
example, if a guest says, “l can’t believe | injured my knee again. | thought it was better from my last injury,’
this is important to document.

It may indicate a recurring injury that did not originate from your activity but could impact the claims
process. The more details you gather, the better equipped Granite Insurance will be to assess and manage
the incident.

The Sunset Rule

Make it a non-negotiable policy to report any injuries before sunset on the day of the incident. By following
this rule, you ensure timely documentation, allowing Granite Insurance to respond quickly and accurately.

SECTION 3: AFTER THE INCIDENT (3-7 DAYS)

Follow Up with Care

Within 3-7 days after an incident, reach out to the guest personally. Ask how they’re feeling and if they’'ve
sought medical attention since their visit. If they did, document the status of that medical visit — whether a
diagnosis was given, treatment prescribed, or further evaluation recommended. This follow-up not only
shows you care, but it also provides helpful context for your incident report.

IMPORTANT: Never admit fault or accept responsibility during these conversations.

Hospitality Matters

Small gestures go a long way. We recommend sending a thoughtful gift — such as a small gift basket, flower
arrangement, or even complimentary return passes — wishing them a smooth recovery. This act of kindness
reinforces the care and professionalism of your operation. Often, it’s not the incident itself that leads to legal
action, but how a guest felt they were treated afterward. Make it clear you value their well-being.

Hospitality Matters

Use the incident as a learning opportunity. During your next staff meeting, walk through what happened. Ask
your team:

*  Were protocols followed?
* Was there anything unclear or unexpected?
* Are there ways to adjust operations, training, or communication?

Creating a culture of proactive learning ensures your team is always evolving and prepared for future
challenges.

NEED HELP?

Your Granite Insurance team is here to support you. Reach out to your Business Risk Consultant or
Account Manager for help reviewing safety plans, staff training, or claims management.
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