
Best Practices for Hotel 
Guest Welfare Checks
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Guest welfare checks are a critical risk management and guest-safety practice. The goal is to balance 
guest privacy with the hotel's duty of care, security responsibilities, and emergency response 
obligations. 

BEST PRACTICES FOR HOTEL GUEST WELFARE CHECKS 

1. Establish Clear Trigger Criteria
Create written standards defining when a welfare check should occur.

Common triggers include: 
+ Guest has not been seen or interacted with staff for an extended period.
+ "Do Not Disturb" (DND) sign remains displayed beyond the property's established threshold

(commonly 24-48 hours depending on brand standards).
+ Missed checkout with no response.
+ Requests from family members, employers, travel companions, or law enforcement.
+ Unusual guest behavior or concerning comments.
+ Evidence of a medical emergency, foul odor, flooding, excessive noise, or suspicious activity.
+ Repeated unanswered phone calls from staff.

2. Follow a Documented Escalation Process
A consistent process reduces liability and ensures fairness.

Recommended sequence: 
1. Call the guest room.
2. Call the guest's mobile phone if available.
3. Send a text message or app notification when

appropriate.
4. Have the front desk attempt contact.
5. Notify a manager or security supervisor.
6. Conduct the welfare check if no contact

is established.

Every attempt should be documented in the 
PMS or incident log.  



 

2 

3. Use Two-Person Verification 
Never send a single employee alone when entering an occupied room for a welfare check. 
 
Best practice: 
+ Manager + Security 
+ Security + Housekeeping Supervisor 
+ Manager + Front Desk Supervisor 
 
Benefits include: 
+ Witness verification 
+ Reduced liability 
+ Enhanced employee safety 
+ Better incident documentation 
 
4. Announce Presence Before Entry 
Before entering: 
+ Knock loudly. 
+ Identify yourself and department. 
+ Repeat at least three times. 
+ Allow reasonable response time between announcements. 
 
Example: 
"Front Desk and Security. Mr. Smith, we're conducting a welfare check. Please respond if you're okay." 
 
5. Enter Using the Least Intrusive Method 
Respect privacy whenever possible. 
 
Procedure: 
+ Crack the door slightly. 
+ Continue verbal contact attempts. 
+ Visually assess the room. 
+ Only fully enter if necessary to determine guest safety. 
 
The objective is not to inspect personal belongings but to assess welfare and immediate safety. 
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6. Prioritize Guest and Employee Safety 
If staff observe: 
+ Weapons 
+ Drug activity 
+ Violence 
+ Medical distress 
+ Human trafficking indicators 
 
They should immediately follow emergency protocols and involve security, management, EMS, or law 
enforcement as appropriate. AHLA safety resources emphasize employee vigilance, emergency 
preparedness, and security protocols as key hospitality safety practices. 
 
7. Document Everything 
Maintain detailed records including: 
+ Date and time 
+ Reason for welfare check 
+ Staff involved 
+ Contact attempts made 
+ Observations 
+ Actions taken 
+ Emergency services involvement 
+ Outcome and guest communication 
 
Thorough documentation is essential for risk management, claims handling, and potential litigation 
defense. 
 
8. Protect Guest Privacy 
Information regarding welfare checks should only be shared with: 
+ Authorized hotel leadership 
+ Security personnel 
+ Emergency responders 
+ Law enforcement when appropriate 
 
Avoid discussing welfare checks with other guests or unauthorized employees. 
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9. Train Staff Regularly 
Training should cover: 
+ Duty of care obligations 
+ De-escalation techniques 
+ Medical emergency recognition 
+ Mental health crisis awareness 
+ Documentation standards 
+ Human trafficking awareness 
+ Local legal requirements 
 
Regular scenario-based exercises help ensure consistency during actual incidents. 
 
10. Create a Standard Welfare Check Form 
Your form should capture: 
+ Guest name 
+ Room number 
+ Reason for concern 
+ Initiating employee 
+ Contact attempts 
+ Entry authorization 
+ Findings 
+ Follow-up actions 
+ Management approval 
 
Standardized reporting improves consistency and auditability. 
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SAMPLE WELFARE CHECK CHECKLIST 
+ Trigger identified 
+ Contact attempt by phone 
+ Management notified 
+ Second employee assigned 
+ Room approach and announcements made 
+ Entry performed if necessary 
+ Guest status verified 
+ Emergency services contacted if required 
+ Incident documented 
+ Follow-up completed 
 
For hospitality risk management purposes, the strongest programs are those with clearly defined 
triggers, management oversight, two-person room entry, thorough documentation, and regular 
employee training. These practices help protect guests, staff, and the property's liability exposure while 
maintaining respect for guest privacy. 
 

What are the Legal Risks of Welfare Checks 
Welfare checks are intended to protect guests, but they also create several areas of legal exposure for 
hotels if not handled properly. 
 
1. Privacy and Intrusion Claims 
The most common risk is a claim that the hotel improperly entered an occupied guest room. Guests 
have a reasonable expectation of privacy in their rooms, even though hotels retain certain rights of 
access for safety, maintenance, and security purposes. 
 
Legal concerns arise when: 
+ Staff enter without a legitimate safety reason. 
+ The property's written policy is not followed. 
+ Employees conduct unnecessary searches. 
+ The welfare check is perceived as pretext for investigating guest behavior. 
 
A well-documented safety concern and adherence to established policy help demonstrate that entry 
was reasonable and related to the hotel's duty of care. Industry guidance increasingly recognizes safety-
driven room checks when prolonged DND status or other risk indicators exist.  
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2. Negligence for Failing to Act 
Hotels can also face liability for not conducting a welfare check when warning signs exist. 
 
Examples include: 
+ Guest experiences a medical emergency and staff ignore indicators. 
+ Repeated complaints suggest a guest may be in distress. 
+ A room remains unresponsive for days without follow-up. 
+ Suicide risk indicators are reported but not escalated. 
 
In litigation, plaintiffs often argue the hotel knew or should have known that intervention was necessary 
but failed to take reasonable action. 
 
This creates a difficult balance: hotels may face liability both for improper entry and for failing to 
investigate legitimate concerns. 
 
3. Discrimination Claims 
A welfare check can create risk if guests believe they were targeted because of: 
+ Race 
+ National origin 
+ Religion 
+ Disability 
+ Gender 
+ Age 
 
For example, initiating checks based on stereotypes rather than objective criteria can support 
allegations of discriminatory treatment. 
 
Best practice is to use objective triggers for every guest, such as: 
+ 48-hour DND threshold 
+ Missed checkout 
+ External welfare request 
+ Observable safety concerns 
 
Consistency is a strong defense. 
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4. Personal Injury Liability 
If staff physically intervene, move a guest, or attempt medical assistance beyond their training, 
additional liability can arise. 
 
Examples: 
+ Improperly moving an unconscious guest 
+ Delays in calling EMS 
+ Employee injuries during room entry 
+ Escalation of a behavioral-health incident 
 
Employees should generally focus on assessment, scene safety, and prompt activation of emergency 
responders rather than treatment. 
 
5. Property Damage and Theft Allegations 
After room entry, guests sometimes allege: 
+ Missing valuables 
+ Damaged property 
+ Improper handling of personal belongings 
 
This is one reason many risk-management programs require: 
+ Two employees present 
+ Documentation of entry 
+ Detailed observations 
+ Security camera coverage where available 
 
A witness greatly reduces evidentiary disputes. 
 
6. False Imprisonment or Excessive Force Claims 
If hotel staff attempt to prevent a guest from leaving, physically restrain a guest, or use force beyond 
what is legally justified, significant liability may arise. 
 
Particularly high-risk situations include: 
+ Mental health crises 
+ Intoxicated guests 
+ Domestic disputes 
+ Security interventions 
 
Most welfare checks should focus on observation and contacting emergency services rather than 
physical intervention unless there is an immediate safety threat. 
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7. Americans with Disabilities Act (ADA) Considerations 
Some welfare-check situations involve guests with: 
+ Cognitive impairments 
+ Hearing disabilities 
+ Mental health conditions 
+ Medical conditions affecting communication 
 
Failure to reasonably accommodate disabilities during the response process can create legal risk. Staff 
training should include recognizing situations where communication methods may need adjustment. 
 
8. Human Trafficking and Criminal Activity Investigations 
Hotels are increasingly expected to recognize indicators of trafficking and criminal activity, but welfare 
checks should not become unauthorized law enforcement investigations. 
 
Industry guidance identifies prolonged DND usage, unusual room activity, and refusal of service over 
multiple days as potential indicators requiring escalation. [ahla.com] 
 
Staff should: 
+ Observe and document. 
+ Follow company procedures. 
+ Notify management and law enforcement when warranted. 
 
They should not conduct independent searches of luggage, belongings, or electronic devices. 
 
9. Inadequate Documentation 
Many litigation cases become difficult because the hotel cannot prove: 
• Why the welfare check was initiated. 
• Who approved it. 
• What staff observed. 
• What actions were taken. 
 
Poor documentation often turns a defensible welfare check into a credibility dispute. 
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RISK MANAGEMENT RECOMMENDATIONS 
For hospitality organizations, the strongest legal protections typically include: 

1. Written welfare-check policies. 
2. Objective activation criteria. 
3. Manager approval before entry when feasible. 
4. Two-person entry teams. 
5. Multiple documented contact attempts. 
6. Detailed incident reporting. 
7. Annual staff training. 
8. Legal review of policies for state-specific requirements. 
9. Consistent enforcement across all guests. 
10. Immediate involvement of EMS or law enforcement when safety concerns exceed employee 

training. 
 
RISK PERSPECTIVE 
From a hospitality risk advisor's perspective, the greatest legal exposure is usually not the welfare check 
itself. The larger issue is inconsistency. Hotels tend to face claims when they either (1) enter without a 
documented safety rationale or (2) fail to act despite obvious warning signs. A clearly defined policy, 
consistent application, and strong documentation significantly reduce both risks. 
 

How to document welfare checks properly?  
Proper documentation is often the difference between a welfare check being viewed as a reasonable 
safety measure versus a questionable room entry. From a risk-management and claims-defense 
standpoint, documentation should tell a complete story of why the check occurred, what actions were 
taken, and what was found. 
 
Documentation Principles 
 
Your report should answer six questions: 

1. Why was the welfare check initiated? 
2. Who made the decision? 
3. What contact attempts were made? 
4. Who participated? 
5. What was observed? 
6. What follow-up actions occurred? 
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Avoid opinions, assumptions, or conclusions that cannot be verified. Document facts, not speculation. 
 
Poor Example 
“Guest seemed suspicious.” 
 
Better Example 
“Guest's DND sign had remained on the door for approximately 56 hours. Three telephone calls to the 
room were unanswered. Housekeeping reported no contact with the guest since arrival.” 
 
LITIGATION-TEST QUESTION 
A useful standard is: "If this report were read by a jury two years from now, would they understand 
exactly why the hotel acted and whether the actions were reasonable?" 
 
If the documentation clearly establishes the concern, the escalation steps, the authorization, the 
observations, and the outcome, it will generally provide strong support for defending the hotel's 
actions. 
 
 


