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Back on the road again
hotelsmag.com/Industry/Blogs/Details/98290

What’s the Deal By Daniel Lesser
 Daniel Lesser, president and CEO, LW Hospitality Advisors, New

York City

(The views and opinions expressed in this blog are strictly those of the author.)

Last week I embarked on my first non-drive to trip since the pandemic began in March of

2020. I was afforded the pleasure to moderate a panel during HOTELS Opportunities

Conference at the Mandarin Oriental in Miami on March 31, the industry’s first live event

since the onset of COVID-19. I found it very refreshing to attend an in-person conference as

opposed to another virtual gathering.

Although I am fully vaccinated, admittingly I was ambivalent about getting on an airplane

and checking in to a hotel for one night. The aircraft I flew on was half full and appeared very

clean.

On the other hand, the chain affiliated hotel (not the Mandarin Oriental) I stayed at was fully

occupied, and dirty, to say the least. Upon arrival at the hotel, one of the two front desk

agents was not wearing a face mask. In addition to my being greeted by a live cockroach upon

entering the guestroom and discovering a dark colored stain on the inside of the duvet cover,

security did nothing to quiet an all-night party on the floor. It is important to note that while

the property is operated by an independent management company under a license

agreement, the hotel’s identity is part of a major brand family that is a member of the

American Hotel & Lodging Association (AHLA) Advisory Council that provided guidance in

the development of the “Safe Stay” initiative.

As a HOTELS contributing blogger, I have recently opined about sanitation in the sector:

Hotel Hygiene and Safety Remain a Challenge. I find it remarkable that notwithstanding the

lodging industry’s reinvigorated cleanliness efforts, during the current public health crisis,

hygiene continues to be an obstacle for many in the hotel business.

https://www.hotelsmag.com/Industry/Blogs/Details/98290?loginSuccess
https://www.hotelsmag.com/Industry/Blogs/Bio?forumId=779
https://www.ahla.com/press-release/ahla-launches-safe-stay-enhanced-industry-wide-hotel-cleaning-standards
https://www.hotelsmag.com/Industry/Blogs/Details/96261
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Caveat emptor is a Latin phrase that can be roughly translated in English to "let the buyer

beware." After my return home I discovered the following recent (all 2021) review comments

on the website of the hotel I stayed at.

“Dirty room with beds that should not be in service.”

“No housekeeping.”

“Hotel not worth the price, very dirty.”

“Terrible. Rooms smell old and have bugs.”

“Mildew, no housekeeping service, horrible stay!”

“My room was not clean. There was what looked like toothpaste and boogers all over

the walls in the bathroom. I told the front desk but did not have any action taken.”

Simultaneous with the March 2020 launch of the “Safe Stay” initiative, many members of the

AHLA Advisory Council also introduced their own similarly named safety and sanitation

programs. Generally, these game plans are vaguely worded, short on specifics, offer

indistinguishable protocols, and appear to be merely attempts to soothe concerned travelers

with an underlying message of “we will do better.”

While the AHLA’s “Safe Stay” initiative represented a new level of focus on transient lodging

facility sanitation, there is no universally accepted way to clean a hotel guest room and there

apparently remains no shortage of hotels that continue to fail to meet the challenge of

cleanliness.

The COVID-19 pandemic has permanently changed the way people and businesses approach

personal safety and health. During the post pandemic era, guest and worker safety is

essential and needs to be guaranteed by more than a sticker on a door. If hotel owners and
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operators want to avoid potential regulation requiring third-party building safety verifiers to

enforce sanitation protocols, they had better forgo the “hygiene theater” and literally “clean

up their act.”
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