Industry Breakout Session:  Hospitality

Facilitator:  Karen Chase

Industry Leads:  Patricia Dinucci, SAIF Corporation

Other companies and organizations represented included:


· Multnomah Athletic Club

· Oregon Restaurant Association Education Foundation

· UNICRU

· CROET

· Holladay Park Plaza

· SAIF

· Vintage Plaza

· OR-OSHA

· Liberty Northwest

Patricia Dinucci services several large hotel chains and provides a great deal of training and 

consultative services to lodging and hospitality. She recommends using available resources,  such 

as Tomas Schwabe of OR-OSHA and to build trust and value diversity.

Success Story Example:  One of Patricia’s clients has several hotels, with one property in Albany.  The Albany property had an employee who called Patricia and indicated she had no experience in safety but she wanted safety to be a focus.  Patricia went on site and did a hazard assessment, they had an interpreter on site.  

Patricia met with the Executive Housekeeper. She would ask questions and not get any response.  It was possible that they didn’t respect Patricia because there wasn’t a relationship with her.  The General Manager had a list of employee questions but none of the questions were from housekeeping.  

Patricia put a training session together with a number of exposures and recommendations, and included on-site photos.  The interpreter handled the consecutive interpretation.  Hispanic workers were sitting separately from the rest of the employees.  Patricia felt very badly that nothing was conveyed to the Hispanic workers.  Next time she went down and did a second training on different topics (2 hours).  Patricia invited the owner and talked with the General Manager in advance to have all sample equipment in place.  They set up a good and bad station in a guest room, in the laundry area, and in the breakfast area.  

The interpreter would then ask the staff to explain what was bad and good.  The owner gave the General Manager support and credibility, and let the staff know how important the General Manager is.  It was said that it was “okay” for the employees to participate in and share their thoughts and suggestions.  Management said they would be more concerned if there wasn’t any sharing or participation.  Employees began giving examples and demonstrations and making suggestions.  The owner thanked them for the participation, and told them how important they were to the organization.  This facility is now having a large interest in potential employees (friend and family referrals are up) because the current employees trust the owner and management.  

Comment:
Large turnover makes the hospitality industry difficult, so much time is spent training and re-training.  Building relationships with people is the best method for making progress.

Usually there isn’t a master training log in hospitality so it makes it difficult to assess what has been trained and what might be missing.  Employees come with different backgrounds and experiences, so it is difficult to assume there is any knowledge or recognition of safety or safe work practices.   It’s hard to measure whether there is trust from the employees when there is a language barrier.  There are some language and cultural leaders in the employee ranks.  I’m hoping to use some of those individuals to be more active in the training.  

Patricia:  

Comprehension is the biggest issue.  Skill demonstration is key because you can assess the level of proficiency.  How do you measure comprehension?  

Comment:
With several languages, it can be even more difficult.  Some of it is cultural, some of it is gender.  With Russians, management and supervisors need to convey to the employees that they won’t get in trouble for hurting themselves.  One example was a Russian employee who was more concerned about the chicken she was cooking than her own injury.  The employees don’t want to ask for help.  Is there a repercussion if they don’t ask for help?  There’s a repercussion only if there is confidence that the employee understood the policy.

Comment:
What is the perception of risk?  Some cultures don’t value human life.  You have to get to know the culture and what is valued.    

Patricia:  

There are differences in post-injury situations as well.  I heard an Occupational Medicine Physician say that in the Hispanic culture, the employees are either well (healthy) or they aren’t when it comes to recovering from injury or illness.  There is a belief that they shouldn’t return until they are 100%.  It is important to tell your employees what the company policy is, that it is okay to return at 50%.  There is often the macho factor.  For example, if the physician wouldn’t let employee lift 50 lbs, but approved that they could lift 25 lbs, the employees often believe that going back to work to lift 25 lbs. would mean they were weak and inferior.  

Comment:
Cultural differences can make accident investigations difficult.  For some cultures, it’s hard to believe that accidents were preventable.  Some believe it’s their fate, it was meant to happen that way.  Accident investigation and root cause analysis may not be core to their culture.  

Comment:
Culture may prevent employees from reporting.  

Comment:

I agree with previous comments.  I have had a similar situation, and the employee can be very modest about the degree of the injury.  

Comment:  

When an employee says “don’t spend money on me”, ask them what happened in their country if they were hurt on the job.   Learn about their process, and take the opportunity to explain how it is done here. 

Tomas Schwabe:

Most immigrants’ initial desire is to please the employer and almost not be heard or seen.  They want to do their job quietly and without imposition.  The employee feels “As my employer, you are wasting time on me when you should be doing something else in your “powerful” position.:  Employees may “resent” the attention.  

Question:
How do you get past that process?

Tomas:  

It takes time.  You have to part out the process in smaller discussions.  Ask them how it was where they came from.  Then explain how it is done here.  Give them an example (or make one up).  Describe a simple injury and how it might move to a more serious injury.  Show them a photo of the progression, if possible.  You also have to lay it out as an expectation that they understand and abide by the policies.  Explain the consequences.

Patricia:  

When we describe the process, is it perceived that the employer only cares about the money, or that they care about the employee?

Comment:

It reinforces the safety and health message.  As a CIH, I am curious about the process of training on chemicals, BBP, and ergonomics to ESL workers.

Comment:

We have emergency response training, Haz Comm and BBP programs in PowerPoint formats in English.  Written material is translated into other languages.  English speakers have a written test.  

Question:

How can an employer have an auditory validation (a verbal confirmation from the employee) when you can’t validate the literary piece?  As an example, you’ve handed out your safety policies and asked all employees to read and sign that they understand the policies.  How do you know they understand what is in the material?  Is there a performance standard in OR-OSHA that addresses this disconnect? 

Comment:

There is a performance standard that employers must validate that the employee understands what they have signed when it comes to safety programs policies procedures.

Does the employee KNOW what the hazards are?  It doesn’t matter if they read or signed the materials or policies if they can communicate in some way that they have the knowledge.  

Patricia:  

One of my clients has a unique HazCom coding system that addresses this issue.  They have photos for those employees with literacy/language issues.  Photos were added to the bottles, and then corresponded to the same photo that was included in the MSDS book . . . . . . . they called it a Master Picture Glossary.  The employer developed their own identification system for comprehension.

Tomas:  

How do you measure effectiveness?  With digital photography, you can take photos of bad & good.  Visual images are very effective.  Video can be used the same way.  Non English language speakers are going to learn with their eyes and not their ears.  The rest of the workforce should be doing their tasks safely and according to policy as that is how everything will be learned by the non-English speaking workforce.  The hospitality industry could pull together and put in a grant request through OROSHA to do a video.

Patricia:  

You can communicate a lot non-verbally.  It is very difficult to communicate philosophy, values and concepts non-verbally.  How do you handle culture transition?  How can you promote (per se) social leaders?

Comments:

Honor diversity:  Flags, languages, holidays, and traditions can be posted.  This doesn’t have to apply just to those employees, but to the entire workforce.  We all have different cultures in our history.  What does that look like?  How can we celebrate our individual heritages in the workplace to help break down barriers?  Some employees don’t want to be “foreign”, they want to be Americans and not recognized from their culture.  You have to know your workforce before you plan these types of celebrations.

