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Abstract

Building disaster resilience before a disaster may aid all types of organisations in
speeding recovery post-disaster and returning to full operation sooner. For many
communities the tourism sector is integral to their economic stability, therefore the ability
of the hotel industry to maintain, or regain operations is essential in supporting the social
and economic fabric of the local area. Furthermore, hotels play an integral role in disaster
response and recovery, providing accommodations for people responding to disaster as
well as local jobs.

The objective of this research was to define the characteristics of disaster resilience
within the hotel sector and develop measures to explore strengths and gaps in resilience.
This research developed the Disaster Resilience Framework for Hotels, outlining capital-
based predictors of resilience customised for the hotel sector. The framework considers
economic, social, human, physical, natural, and cultural capitals as components of
disaster resilience. Within each capital, a set of predictors and measures was developed
from the literature. This view of capitals combines both potential and actual resources to
contribute to adaptive capacity; the ability of an organisation to withstand and recover
from shocks.

The framework has been explored through a mixed methods study of hotels in two
areas in New Zealand (Wellington and Hawke’s Bay). The data includes surveys and
interviews with managers and staff. The inclusion of staff input provides a novel,
innovative look at the connections between organisational policies and procedures and
staff understanding, awareness, and integration of those policies.

Hotels in New Zealand were found to have many resources that contribute to their
overall disaster resilience. A safety culture combined with social capital stocks as well as

human capital skills and knowledge make for a solid foundation. Gaps included a lack of



all-hazard planning, need to integrate staff in the planning process, and a need to better
connect with other organisations that may provide support and collaboration during
disasters. With a positive growth trend in New Zealand’s tourism sector and a history of

devastating earthquakes, New Zealand provides an excellent test case.
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Preface

In 2005 Hurricane Katrina caused unprecedented, widespread social and economic
disruption across a large geographic area in the southern part of the United States. Like
many people worldwide, | watched the event unfold on a 24-hour news cycle. | felt
compelled to join in the response effort and signed up with the Red Cross to spend two
weeks participating in the response effort. Hotel rooms were at a premium for response
workers. The need for hotels to be operational during disaster response was crystallised
during these weeks; more than once we ended up sleeping on a cot when area hotels were
either closed or fully booked. The experience was life-changing in so many ways and
marks the beginning of this PhD journey.

Fast forward three years to 2008. | transferred to the Caribbean country St. Kitts
and Nevis with a major hotel company. At that time, one hotel on each island (both
international chains) served as the primary employers on these two islands. Just two
weeks after | arrived Hurricane Omar made landfall across the region. As a result of the
hurricane, the Nevis hotel was closed for operation, taking two years to reopen due to
factors which included insurance issues regarding how to make the hotel more resilient
in the future. The hotel on St. Kitts, my employer, sustained little damage and continued
operations as before. The experience brought the message of disaster resilience home,
inspiring me to want to know more about what factors contribute to hotel disaster
resilience, and what contributed to the disparity between these two properties’ operational
capacity in the wake of disruptive events.

Upon moving back to the United States, | began my journey in earnest. | sought out
higher education, earning a Master of Science degree in Emergency Services at California
State University, Long Beach. While working on that degree | began a position at the

Hotels of the Disneyland® Resort in Anaheim as the Emergency Preparedness



Coordinator for the three hotel properties. Developing protocols, trainings, and exercises
for staff at all the hotel properties was engaging, but | recognised the need for more
education to be able to create a sustainable, comprehensive program of disaster resilience.
Thousands of staff and guests could be involved in a disaster response at any one time,
impressing upon me the need for empirically based disaster resilience strategies.

The topic of disaster resilience for hotels has been intersecting my life for more
than a decade. Like fellow PhD candidates I speak with, I didn’t decide on this topic, it
found me and demanded my attention. | look forward to taking this knowledge to hotels

and working together to build disaster resilience into their operations.
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