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INTERNATIONAL STANDARDS AS THE BASIS

Three Pillars: «Protect, respect, remedy»
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• UN Guiding Principles on Business and Human 
Rights

• Adopted in 2011 by the UN Human Rights Council

• Framework underlying government and business 
policies

• Key message: companies have a responsibility to 
respect human rights as defined in international 
law & standards

• This includes the human right to be free from
harassment, abuse and exploitation

The state duty to protect 
human rights

The corporate 
responsibility to respect 

human rights

Access to effective 
remedy
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KEY PRINCIPLES

What is harassment, 
abuse & exploitation? 
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WHAT IS HARASSMENT & ABUSE?
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ILO C190 – Violence and Harassment Convention, 
Art. 1:
• A range of unacceptable behaviours and practices, 

• that (might) result in physical, psychological, sexual 
or economic harm, 

• and include gender-based violence and harassment

ILO C190 – Violence and Harassment Convention

Source: ILO C190 – Violence and Harassment Convention, 2019

Source: https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-2/
October 2022

https://www.ilo.org/dyn/normlex/en/f?p=NORMLEXPUB:12100:0::NO::P12100_ILO_CODE:C190


GENDER-BASED HARASSMENT & ABUSE
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Two types:

• Any physical, verbal or non-verbal conduct of a 
sexual nature and other conduct based on sex 
affecting the dignity of women and men, which is 
unwelcome, unreasonable, and offensive to the 
recipient; (…)

• Hostile work environment – Conduct that creates 
an intimidating, hostile or humiliating working 
environment for the recipient.

Example1: A member of a team delegation 
inappropriately touching body parts of a female or 
male hotel staff.

Example 2: A group of drunk fans shout and offend a 
female receptionist while entering the premises of the 
hotel.

Source: https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-2/
October 2022

https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-2/


In 2016, 4.8 million 
persons were victims of 

forced sexual 
exploitation.

Over 99% of the victims 
were women or girls.

74% of victims were 
exploited outside their 
country of residence.

More than 1 million / 
21% of the victims were 

children (under 18 
years).

On average, victims were 
exploited 2 years before 
being freed or managing 

to escape.

WHAT IS EXPLOITATION & SEX TRAFFICKING?
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• Exploitation includes the exploitation of the prostitution 
of others or other forms of sexual exploitation, forced 
labour or services, slavery or practices similar to slavery

• Sex trafficking is human trafficking for the purpose of 
sexual exploitation: victims are manipulated or forced 
against their will to engage in sex acts for money. 
(Modern Slavery)

Source: 
www.ohchr.org/sites/default/files/Documents/Issues/Women/WRGS/OnePagers

/Traffickingpersons_August2014.pdf

Facts & Figures

Source: Global estimates of modern slavery: Forced labour and forced marriage International Labour Office 
(ILO), Geneva, 2017
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http://www.ohchr.org/sites/default/files/Documents/Issues/Women/WRGS/OnePagers/Traffickingpersons_August2014.pdf
https://www.ilo.org/wcmsp5/groups/public/@dgreports/@dcomm/documents/publication/wcms_575479.pdf


EXPLOITATION  & SEX TRAFFICKING
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How does it occur?

• “Traffickers use force, fraud, or coercion to lure their 
victims and force them into labor or commercial sexual 
exploitation.

• They look for people who are susceptible for a variety of 
reasons, including psychological or emotional 
vulnerability, economic hardship, lack of a social safety 
net, natural disasters, or political instability. 

• The trauma caused by the traffickers can be so great 
that many may not identify themselves as victims or ask 
for help, even in highly public settings.”

Source: www.dhs.gov/blue-campaign/what-human-trafficking
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SEXUAL EXPLOITATION OF CHILDREN
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What does it mean?

• Any sexual act on or in front of minors in which 
there is some form of remuneration for the child or 
to a third party.” (child = below 18 years).

• Can take place in connection with criminal networks, 
for example in human trafficking structures. 

Forms: 

• Children may be forced into prostitution, groomed 
and coerced to perform sexual acts in front of a 
camera or webcam.

• Depictions of the abuse are disseminated on the 
Internet in the form of videos, live-streaming or 
images.

Source: https://thecode.org/assess-your-child-protection-risk/

The Code of Conduct for the Protection of Children from 
Sexual Exploitation in Travel and Tourism

• Multi-stakeholder initiative to provide awareness, tools 
and support to the travel and tourism industry to prevent 
the sexual exploitation of children.

October 2022

https://thecode.org/assess-your-child-protection-risk/


WHO IS AFFECTED?

14



CONNECTION TO MAJOR SPORTING EVENTS LIKE A WORLD CUP …

As victims

and / or

As perpetrators
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• FIFA Official (as defined by FIFA Code of Ethics) 

• Accreditation holders (teams delegations members, 
volunteers, players)

• Hotel staff

• Fans 

• Non-competition related hotel guests



EXAMPLES

Relevance for FIFA World 
Cup Qatar 2022 
Accommodation 
Partners 

Harassment, abuse and exploitation in interactions with guests 16October 2022



EXAMPLE 1: HARASSMENT AND ABUSIVE BEHAVIOURS
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Examples of harassment in interactions with guests

At the reception: an angry guest shouts at and 
insults the receptionists. 

At the restaurant: a waiter makes a sarcastic remark and 
then intentionally ignores a guest who is trying 

to place an order.

At the pool: a guest threatens to hit another guest
if they do not leave the pool area.

At the bar: a guest who does not like their drink pours it 
intentionally over the bar counter for the 

bartender to clean up the mess.

What does it mean in interactions with guests?

• Protecting guests from unacceptable staff 
behaviour;

• Protecting staff from unacceptable guest behaviour;

• Protecting guests from unacceptable behaviour of 
other guests.

October 2022



EXAMPLE 2: SEXUAL HARASSMENT

• Survey of more than 300 hospitality workers undertaken 
by Australian trade union United Voice

• «The most commonly reported cases of sexual harassment 
were sexist comments (87%), comments about workers’ 
bodies (85%), and sexual innuendos or insinuations 
(84%).»

18Harassment, abuse and exploitation in interactions with guests

Examples of sexual harassment in interactions with guests

At the spa: a client makes unwanted sexual advances to the 
massagist at the hotel spa.

In the elevator: a guest is touched against their will 
by a hotel employee while they are alone in the elevator.

At the reception: a hotel guest invites the receptionist up to 
his room to “ have some fun”.

At the pool: a group of guests makes unwelcome sexual 
gestures to another group of guests enjoying the pool area.

Source: www.smartcompany.com.au/people-human-resources/workplace-health-safety/report-shows-89-of-hospitality-
workers-experience-sexual-harassment-how-can-you-help-prevent-it/

October 2022

https://www.smartcompany.com.au/people-human-resources/workplace-health-safety/report-shows-89-of-hospitality-workers-experience-sexual-harassment-how-can-you-help-prevent-it/


EXAMPLE 3: SEX TRAFFICKING & CHILD SEXUAL EXPLOITATION
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Examples of sex trafficking & child sexual exploitation in 
the accomodation sector

A trafficker or  victim books a hotel room for sex buyers to 
come and go.

A hotel guest brings a trafficking victim to his room to buy 
sex.

A trafficking victim waits at the lobby to solicit sex buyers, 
while being watched by her trafficker.

A child is sexually exploited by a guest in a hotel room. 

Importance for the hospitality industry

• Hotels are vulnerable to human trafficking, especially 

sex trafficking and child sexual exploitation.

• Traffickers and sex offenders may misuse the hotel 

infrastructure and services (e.g. hotel rooms, cash 

payments etc.) to exploit individuals or facilitate abuse.

• The more anonymity the accommodation enables, the 

easier it is for offenders to commit their abuse.

October 2022



SIGNS OF SEXUAL EXPLOITATION IN THE ACCOMMODATION SECTOR
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Red flags in the room:

• Always keeping a «Do Not Disturb» sign at the door

• Requesting multiple rooms or housekeeping services (e.g. 
new sheets, additional towels etc.) while denying hotel staff 
entry in the room

• Large amounts of sex paraphernalia, cash, or condoms used 
in a particular room

• Leaving minors alone in a room for a long time

Red flags at the bar / restaurant:

• Individuals who wait at a table or bar and are picked up by a 
male (trafficker or customer)

• Individuals loitering and soliciting male patrons

• Individuals who dress inappropriately (e.g. for their age) or 
have lower quality clothing compared to the others in their 
party

Red flags at the check in / lobby:

• Individuals with few or no personal possessions

• Asks for double room, but checks in alone

• Paying with cash or a preloaded credit card

• Individuals appearing fearful or anxious or showing 
signs of physical abuse or sleep deprivation

• Avoiding eye contact and interactions with others

Source: www.dhs.gov/sites/default/files/publications/blue-campaign/toolkits/hospitality-toolkit-
eng.pdf

October 2022

http://www.dhs.gov/sites/default/files/publications/blue-campaign/toolkits/hospitality-toolkit-eng.pdf


RECOGNISING HARASSMENT, ABUSE AND EXPLOITATION
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Keep on the radar
Possible forms of harassment, abuse and exploitation, 
including

• Physical, verbal or non-verbal harassment, incl. 
sexual harassment

• Sex trafficking and child sexual exploitation

Possible sources of harassment, abuse and exploitation, 
including

• Behaviour & speech of hotel staff (employees & 
managers)

• Behaviour & speech of hotel guests & visitors

Possible affected people:

• Hotel guests & visitors, incl. children

• Hotel staff (employees & managers)

October 2022



ACTION POINTS

Tackling harassment, 
abuse and exploitation in 
interactions with guests

Harassment, abuse and exploitation in interactions with guests 22October 2022



INCLUSIVE GRAND DOHA HOTEL & RESORT
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Fictional Case Study

About us…

• 4 Star Hotel in Doha

• 350 guest rooms, including 65 luxury suites

• 3 restaurants, 2 cafés and 3 bars

• Pool & Sports Areas, Fitness Center

• Holistic Spa & Beauty Services

• Events and Business Conventions

• 400 Employees from 25 nationalities

Human Resources 
Director

October 2022



Policy 
Commitment

Risk 
Assessment

Measures

Grievance
Mechanism

PREVENTING HARASSMENT, ABUSE AND EXPLOITATION

24

Areas of Action based on the
UNGPs

Express the company’s commitment to 
live up to its responsibility to respect the 
human right to freedom from 
harassment, abuse and exploitation.

Identify and assess actual and 
potential impacts related to 
harassment, abuse and 
exploitation that the business 
may cause or contribute to 
through its own activities, or 
which may be directly linked to 
its operations, products or 
services by its business 
relationships. 

Take appropriate measures to prevent, 
mitigate or end the identified risks and 

negative impacts.

Ensure and promote access to 
grievance mechanisms for 

people affected by (potential) 
cases of harassment, abuse and 

exploitation. 

Harassment, abuse and exploitation in interactions with guests
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ADDRESSING HARASSMENT
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ILO C190 – Violence and Harassment Convention

Art. 9 – Requirements for Employers:

• Adopt and implement a workplace policy on violence 
and harassment

• Take into account violence and harassment and 
associated psychosocial risks in occupational health & 
safety management

• Identify and assess the risks of violence and 
harassment with the participation of employees

• Take measures to prevent and address the identified 
risks

• Provide information and training, in accessible 
formats as appropriate

Source: https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-4/ October 2022

https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-4/


POLICY COMMITMENT
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Action Points for Accommodation
Partners

Types of Commitments

• Standalone commitment / policy 

• Integrated commitment / policy 
(e.g. in Code of Conduct or Human Rights Policy)

1 2

Develop a policy commitment to 

respect human rights, including zero 

tolerance for harassment, abuse and 

exploitation, and approve it at the 

most senior level of the company. 

Communicate the policy 

commitment internally and 

externally e.g. to personnel, 

suppliers, business partners, 

customers and other relevant 

parties. Make it publicly available.

Include the policy in employee, 

supplier and business partner 

trainings.

Adopt Policy Commitment Communicate Policy 3 Train key stakeholders

October 2022



ANTI-HARASSMENT POLICY
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Recommended contents

• Employer’s commitment and responsibility to 
maintaining a safe environment for everyone

• Definitions of violence and harassment

• Relevant examples of prohibited behaviours, 
conduct and practices based on the specific context, 
sector and occupation

• Establish of a violence and harassment prevention 
program with measurable objectives

• Inform employees / individuals about their rights 
and responsibilities, which include the disciplinary 
actions / sanctions that may derive from violations 
of such prohibitions

• Encourage employees / individuals to report 
behaviours and communications that could lead to 
violence and harassment

• Provide information on complaint and investigation 
procedures and commit to deal with any incidents in a 
timely and effective manner

• Commit to protecting individuals’ right to privacy and 
confidentiality while balancing the right of workers to 
be made aware of all hazards

• Commit to protecting individuals’ right not to be 
victimized or retaliated against 

• Communicate policy to employees / individuals 
regularly (in accessible formats, as appropriate) and 
enforce it consistently

Source: https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-5/
October 2022

https://c190guide.ilo.org/en/ratify-c190-chapters/chapter-5/


POLICY EXAMPLE 1
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Hyatt Dignity, Respect and Harassment Policy Statement

Practice examples from the hospitality industry

Source:https://about.hyatt.com/content/dam/hyatt/woc/gri-
index/DignityRespectandHarassmentPolicyWorldofCare.pdf

October 2022

https://about.hyatt.com/content/dam/hyatt/woc/gri-index/DignityRespectandHarassmentPolicyWorldofCare.pdf


POLICY EXAMPLE 2
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Four Seasons Human Rights Policy 

Covering Human Trafficking and Sexual Exploitation

Source: 
www.fourseasons.com/content/dam/fourseasons/images/web/FSH/PDFs/ESG_Four_Seasons_Human_Rights_Poli

cy.pdf
October 2022

http://www.fourseasons.com/content/dam/fourseasons/images/web/FSH/PDFs/ESG_Four_Seasons_Human_Rights_Policy.pdf


RISK ASSESSMENT
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Action Points for Accommodation Partners

Research and discuss the following aspects with internal / external experts and stakeholders:

1 2 3

What risks of harassment, abuse 

and exploitation may typically 

arise in our location?

Consult with internal / external 

experts and conduct desktop-

research, e.g. using the CSR Risk 

Check

What risks of harassment, abuse 

and exploitation  might be 

associated with the specific 

operations and services we offer? 

Consider the entire value chain 

and business partners.

e.g. using the Get Started Tool

and an online search e.g. 

“harassment, abuse and 

exploitation, tourism, hotel, 

restaurant, pool” etc.

Who might be the possibly 

affected groups of people? 

Consider all potentially affected 

groups of people.

What are the risk factors that 

increase individual’s exposure to 

harassment, abuse and 

exploitation? What are the red 

flags that point to possible 

violations?

Consult with internal / external 

experts and potentially affected 

groups of people. 

National Context Operations & services Typical customers & 
employees

4
Identify risk factors & red
flags

October 2022

https://www.mvorisicochecker.nl/en
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RISK ASSESSMENT
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Risk factors for harassment, incl. sexual harassment

• Work in spread out physical spaces or isolated areas 
where people work alone (e.g. room service, 
housekeeping, hotel spa and massage)

• Late-night shifts with lack of supervision

• Availability of alcohol (e.g. bar, restaurant)

• Socio-economic vulnerabilities and inequalities (e.g. 
low-wage vs. high-wage earners)

• Power and age disparities (e.g. young employees or 
guests)

• Reliance on customer service and client satisfaction 
(e.g. tips in restaurant / bar)

Source: www.eeoc.gov/chart-risk-factors-harassment-and-responsive-
strategies

Questions for reflection & discussion with staff:

• In which roles and locations in our operations 
could people be more exposed to harassment?

• Who are the employees and supervisors most 
likely confronted with unacceptable behaviour?

• What types or groups of guests and in what 
situations are most likely affected by or causing 

harassment?

October 2022
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RISK ASSESSMENT EXAMPLE
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Marriott Risk Assessment - Human Trafficking

Practice examples from the hospitality industry

Source: http://serve360.marriott.com/wp-
content/uploads/2021/08/Modern_Slavery_Statement_2020.pdf

October 2022

http://serve360.marriott.com/wp-content/uploads/2021/08/Modern_Slavery_Statement_2020.pdf


RISK ASSESSMENT EXAMPLE
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The Code Online Risk Assessment 
for Accommodation Providers 

Practice examples from the hospitality industry

Source: thecode.org/is-your-business-child-safe-accommodation/

October 2022

https://thecode.org/is-your-business-child-safe-accommodation/


MEASURES
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Action Points for Accommodation Partners

1 2

Consider the nature of the 
impacts along the value chain 
and the company’s influence 
over the actor causing the risk / 
impact. 

If it occurs in your own 
operations, address it directly.  If 
it occurs with business partners 
/ suppliers, use your influence 
(e.g. through dialogue, 
contracts) to address it.

Consult with internal and 
external experts and potentially 
affected groups of people to 
define the most effective 
measures.

Designate roles and 
responsibilities among staff 
members for the 
implementation of measures. 
Allocate the necessary budget 
and human resources and define 
targets and clear deadlines.

Monitor the effectiveness of the 
measures taken. Determine 
qualitative and quantitative 
indicators to track progress.

Consider the nature of
impacts & your influence

Consult experts & 
rights-holders 4 Monitor effectiveness3 Implement measures
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RECOMMENDED MEASURES (1/3)
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Communicate effectively

• Ensure internal and external communication of company policies 
and expectations, incl. to employees, managers, guests, business 
partners, suppliers and service providers.

• Ensure accessibility of communication: which channels, language 
and wording is needed to effectively communicate the messages 
to the target audience?

E.g., designate an internal anti-
harassment officer or working

group

E.g., create leaflets or posters  to 
display in frequented areas or 

rooms to proactively raise 
awareness among guests.

E.g., communicate your zero-
tolerance policy to guests and 

business partners.

E.g., be explicit and precise in 
formulating your company’s 

expectations from staff, guests and 
business partners.

Define roles and responsibilities

• Define the roles and responsibilities of staff at different 
hierarchical levels to implement measures to prevent and 
address harassment, abuse and exploitation.



RECOMMENDED MEASURES (2/3)
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Train staff and business partners

• Conduct mandatory trainings for staff, managers and service providers 

to raise awareness of concerns related to harassment, abuse and 

exploitation. 

• Ensure they are aware of their responsibility under company policy to 

respect and uphold people’s right to freedom from harassment, abuse 

and exploitation.

• Be specific - adapt the training content to the different roles and 

responsibilities (e.g. on identifying sex trafficking and sexual 

exploitation).

• Make sure people know how to react in case of (potential) incidents and 

how to report them.

• Guests are not always right: protect employees that report incidents 

from negative consequences by superiors.

• Repeat the training at regular intervals as appropriate. Rely on internal 

and/or external expertise wherever needed.

E.g., individual online training 
courses as part of the staff 

onboarding process.

E.g., integrate the topic in your 
regular training and communication 
processes, such as townhall or team 

meetings, staff on-boarding etc.

E.g. annual interactive workshops to 
discuss and exchange experience on 

the topic and raise awareness 
among staff. 

E.g., offer capacity-building sessions 
for business partners and suppliers 

/ service providers.
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RECOMMENDED MEASURES (3/3)
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Track and monitor progress

• Define qualitative and quantitative indicators to monitor the 
effectiveness of the measures taken to prevent and address 
harassment, abuse and exploitation.

• Ensure a regular exchange with key stakeholder groups (e.g. staff, 
guests, service providers etc.) to gather feedback on their 
experiences.

• Make sure the exchange has a format where people feel 
comfortable to talk (e.g. anonymous survey, confidential bilateral 
conversations, group meetings etc.).

• Regularly review the effectiveness of the measures taken and 
adapt them where necessary.

E.g., include questions on 
harassment, abuse and 

exploitation in customer / 
employee satisfaction surveys.

E.g., integrate the topic in existing 
processes / conversation formats, 
e.g. bilateral employee meetings.

E.g. include monitoring in other 
regular review processes, e.g. 

annual sustainability or HR 
reporting.
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EXAMPLE: TRACK AND 
MONITOR PROGRESS
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Hilton Slavery and Trafficking Statement 2020

Definition of Goals, KPIs and monitoring of
Progress to Date

Source: https://cr.hilton.com/wp-content/uploads/2021/06/Hilton-Slavery-and-Trafficking-
Statement-2020.pdf

https://cr.hilton.com/wp-content/uploads/2021/06/Hilton-Slavery-and-Trafficking-Statement-2020.pdf


GRIEVANCE MECHANISMS
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Receive Reports & 
Ensure Access to
Remedy

October 2022



A grievance mechanism is a procedure (communication 
channel) that provides a formalized opportunity for a 
person to raise concerns in case of harassment, abuse 
and exploitation. 

WHAT IS A GRIEVANCE MECHANISM?
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At local / hotel level At company level At sector / industry level

Back-up mechanisms /„safety net“

Type of mechanisms

FIFA World Cup Qatar 2022 
Grievance Mechanisms

October 2022



ENSURING ACCESS TO GRIEVANCE & REMEDY

• Accommodation partners are expected to ensure and 
promote access to grievance mechanisms for people 
affected by (potential) cases of harassment, abuse and 
exploitation. 

• In the case of justified complaints or actual negative 
impacts, accommodation partners should provide for or 
cooperate in their remediation through legitimate 
processes.

Harassment, abuse and exploitation in interactions with guests 41

FACE TO FACE ONLINE PHONE NUMBER/HOTLINE
Examples of entry points

for reporting:

October 2022



VICTIM-CENTRERED APPROACH

Deal with incidents from a victim-focused approach. This 
means:

• The well-being of the victim is the main focus in seeking 
a solution.

• Do not blame the victim for causing or contributing to 
the incident that occurred. 

• Zero tolerance: do not normalize or trivialize incidents 
of harassment, abuse and exploitation and do not seek 
excuses for unacceptable behaviours.

Harassment, abuse and exploitation in interactions with guests 42

To protect the victim from further negative 
consequences, ensure confidentiality when 

handling complaints of harassment, abuse and 
exploitation.
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KEY ELEMENTS OF GRIEVANCE 
MECHANISM DESIGN IN QATAR
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Combine different types of mechanisms to ensure 
accessibility and effectiveness

Source: https://sustainablehospitalityalliance.org/resource/fair-recruitment-in-qatar/

If FIFA official or accreditation-holder 
is involved as alleged perpetrator or 

victim:
→ Contact FIFA immediately

https://sustainablehospitalityalliance.org/resource/fair-recruitment-in-qatar/


MANDATORY REPORTING OF INCIDENTS INVOLVING FIFA OFFICIALS / ACCREDITATION
HOLDERS
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Important

FIFA Officials and FIFA Accreditation Holders are covered by the FIFA Code of 
Ethics or / and the Safeguarding and Anti-Discrimination Code of Conduct. 

If a FIFA official / accreditation-holder is involved in an incident:

→ Please contact immediately:

• FIFA event safeguarding manager on-site or 

• FIFA representative from the ethics committee / disciplinary committee or

• FIFA representative from the human rights department

October 2022



FIFA WORLD CUP QATAR 2022 GRIEVANCE MECHANISM FOR WORKERS / HOTEL STAFF

Enforcement of Workers’ Welfare Standards in 
the hospitality sector

Harassment, abuse and exploitation in interactions with guests 45
Source: https://publications.fifa.com/en/sustainability-report/human-pillar/workers-recruitment-and-working-
conditions/enforcement-of-the-workers-welfare-standards/

Grievance mechanisms include:

• Workers' Welfare Forums

• Workers' Welfare Officers

• Grievance Hotline
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FIFA WORLD CUP QATAR 2022 GRIEVANCE MECHANISM FOR VISITORS / GUESTS

Harassment, abuse and exploitation in interactions with guests 46Source: www.bkms-system.net/bkwebanon/report/clientInfo?cin=gTf9nd&c=-1&language=eng

Access the incident reporting page 
through the QR Code:
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ENSURING ACCESS TO GRIEVANCE & REMEDY

Action Points for Accommodation Partners
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1 2 3

Provide employees and customers with the 

ability to safely report complaints (incl. 

anonymously) in case of harassment, abuse 

and exploitation.

Raise awareness of internal and external 
mechanisms, such as the FIFA World Cup 
Qatar 2022 Complaints Mechanisms for 
visitors and hotel staff and the company-
based (internal) mechanisms.

Hold employees, guests and business 
partners accountable if they engage in 
harassment, abuse and exploitation. 

Take all necessary measures to make sure 
that people who report an incident will not 
suffer retaliation (e.g. ensure 
confidentiality in handling complaints).

Establish Grievance Mechanisms Raise Awareness
Ensure Accountability & 
Non-Retaliation
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HOTEL PEER LEARNING
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Best Practice Exchange -
InterContinental
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Mohamad Azakir

Director of Human Resources 

InterContinental Doha Beach & Spa

and

Area Director of Human Resources

IHG – Lebanon and Qatar
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10-MINUTES TRAINING  

Sexual Exploitation and Human Trafficking 

Format:

• PDF file back to back printing. 

• Contains bullet points information. 

• Short enough to be covered during operational/pre-shift briefings. 

Contents:

• Introduction and definition of the criminal activity, what constitute the activity and vulnerability.

• Due diligence for labour companies.  

• Impact and risks of criminal activity on the business.

• Safety, Reputation, Financial Loss and Legal

• Signs of the criminal activity that hotel employees should look out for. 

• Know what to do if witnessed a criminal activity. 

• Quiz to test knowledge/understanding.

Process:

• Different topics as per Risk & Safety calendar.

• Carried out by either the Section Head or Supervisor during the briefing.  

• Each colleague is given a copy to answer the quiz and sign.

• Compiled by Departmental Trainers and submitted to the L&D Department for filing. 
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Other Practices ... 

To Prevent Sexual Exploitation 

Introduction:

• Certain areas around the hotel are more prone to sexual exploitation either due to the nature of the services 

provided, limited visibility areas, less frequented areas, privacy.

Examples:

• Spa Areas, Locker Rooms in the Health Club, Public Toilets, Guest Rooms or Residence Suites, Bars and Night 

Club.  

Hotel Practices to Safeguard Employees:

• Male Attendants are assigned for the gents lockers and male public toilets. 

• No in-room massage services.

• In room dining delivered by male colleagues. 

• In case an employee must enter a guest room to attend to any calls, complaints, others, always accompanied by a 

Security Supervisor or Security Officer. 

• Buddy system for Housekeeping services (Hotel and Residences).

• Housekeeping Attendants leaves the guest room door open, blocked by the trolley.  No cleaning is done as much 

as possible in the presence of a guest/s. 

• High visibility of Security Officers and Bouncers in all bars and night club. 
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Fostering a Speak Up Culture

Escalation Matrix

Anonymous Ethics Hotline 

“You share, We care” – QR Code

You said it, We did it!

GMs Round Table Meetings 

Town Hall Meetings



FURTHER SUPPORT
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List of Tools & Guidance
Materials

October 2022



56Harassment, abuse and exploitation in interactions with guests

LIST OF TOOLS AND GUIDANCE MATERIALS
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focusright gmbh
Zweierstrasse 35
CH-8004 Zurich
Switzerland
+41 44 461 77 88
focusright.ch

THANK YOU!

Matthias Leisinger
Director, Co-Founder
matthias.leisinger@focusright.ch

Regula Meng
Senior Consultant
regula.meng@focusright.ch
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ABOUT FOCUSRIGHT

focusright supports companies in identifying human 
rights risks and their impacts in their operations and 
value chains and in developing solution strategies. 

We advise companies on their human rights due 
diligence process and corporate responsibility 
strategy by offering the following tailor-made 
services:

More information: www.focusright.ch
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