RISK MANAGEMENT FORM

Page 1 - Risk Calculations

Risk:
Guest Complaint


Prepared by:  Lucy       Date: 11-1-08      Reviewed by:  Jill     Action Plan to be Completed by: 11-7-08 
	P = Probability (chance) of occurrence

S = Seriousness of occurrence to the guest or staff

D = Likelihood that the problem will NOT be detected before it affects people 
Risk = Risk Priority Measure
	1 = very low or none

2 = low or minor

3 = moderate or significant

4 = high

5 = Very high or catastrophic 


Calculate Risks
	Area


	Equipment
Facilities

Supplies


	Risk


	Cause(s) of Risk


	Effect(s) of Occurrences


	Current Control


	Analysis



	
	
	
	
	
	
	P


	S


	D


	Risk



	Laundry


	Sheets and Blankets
	Indecent Exposure


	Holes in or Worn Sheets and Blankets
	1. Embarrassing the Guest

2. Angering the Guest

3. Accusation of Sexual 
    Impropriety

4. Lawsuit
	Discard worn linens with management approval
	5


	4


	5


	100




Root Cause Analysis performed on: 11-2-08   by:  Lucy, Jill and Jon    
Propose Mitigation Controls and Recalculate Risks 
	Area


	Equipment
Facilities

Supplies


	Risk


	Cause(s) of Risk


	Effect(s) of Occurrences


	Proposed Control


	Analysis



	
	
	
	
	
	
	P


	S


	D


	Risk



	Laundry


	Sheets and Blankets
	Indecent Exposure


	Holes in or Worn Sheets and Blankets
	1. Embarrassing the Guest

2. Angering the Guest

3. Accusation of Sexual 
    Impropriety

4. Lawsuit
	1. Create Laundry Inspection Process

2. Assign Responsibility

3. Record Linen Disposal

4. Create a Problem Reporting Process
	1
3

4

4
	4

4

4

4
	1

3

3

4
	4

36

48

64


Complete Action Plan (over)
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RISK MANAGEMENT FORM

Page 2 - Action Plan

Goal: To eliminate worn and torn linens
Prepared by: Lucy
Date: 11-3-08
Reviewed by:  Jill
Date: 11-4-08

	Action
	Date 
Due
	By Whom
	Date Completed
	By Whom
	Date Effectiveness Checked
	By Whom

	1. 
Communicate problem to staff
	11-4-08
	 Jill
	11-4-08
	Jill
	-
	-

	2. 
Define acceptable level of wear using photo guidelines
	11-4-08
	Jill
	 11-4-08
	Jill
	-
	-

	3. 
Inspect all linens and discard unacceptable items
	11-5-08
	All Hands
	11-7-08
	Terry

Jon

Melissa

Lucy

Leslie

Tamika
	11-14-08
	All Hands

	4. 
Report results to management
	11-7-08
	Lucy
	11-7-08
	Lucy
	11-14-08
	Lucy

	5. 
Create ongoing linen inspection process with assigned responsibility and reporting
	11-14-08
	Jill
	11-9-08
	Jill

Lucy
	12-21-08
	Jill


Root Cause Analysis performed on: 11-2-08   by:  Lucy, Jill and Jon 
5 whys

1. Why was the guest angry?  Because the guest realized their crotch area was exposed throughout the treatment

2. Why was the guest exposed?  Because there was a hole in the sheet

3. Why was there a hole in the sheet?  Worn sheets are not discarded

4. Why are worn sheets not discarded? Responsibility to inspect the condition of linens and dispose of damaged linens is not assigned 

5. Why is no one assigned the responsibility to inspect and dispose of linens?  There is no consistent inspection and disposal process.

Likely Root Cause: There is no formal, consistent linen management process.
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