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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 
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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, I watched the event unfold on a 24-hour news cycle. I 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. I 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 I 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, I began my journey in earnest. I sought out 

higher education, earning a Master of Science degree in Emergency Services at California 

State University, Long Beach. While working on that degree I began a position at the 

Hotels of the Disneyland® Resort in Anaheim as the Emergency Preparedness 
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Coordinator for the three hotel properties.  Developing protocols, trainings, and exercises 

for staff at all the hotel properties was engaging, but I 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. I look forward to taking this knowledge to hotels 

and working together to build disaster resilience into their operations. 
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Chapter One: Introduction to Research 

The tourism sector has seen a series of disruptions due to disaster. Earthquakes, 

tsunami, wildfires, volcanic eruptions and weather-related effects including climate 

change, have disrupted tourism systems (Hall, Prayag, & Amore, 2018). A 2001 seminal 

study by Faulkner (2001, p. 135) stated, “Tourism destinations in every corner of the 

globe face the virtual certainty of experiencing a disaster of one form or another at some 

point in their history”. The consequences of a disaster can be felt for months, with post-

disaster recovery taking additional months or years. Research into disaster resilience has 

been undertaken to help understand how communities (Cutter et al., 2008; Mayunga, 

2007), organisations (A. V. Lee, Vargo, & Seville, 2013), and the tourism industry 

(Cahyanto & Pennington-Gray, 2017; Orchiston & Espiner, 2017) can minimise disaster 

impacts and move to a new normal with the least amount of disruption. Hall et al. (2018, 

p. 87) wrote, “… to develop industry specific indicators of organisation resilience is 

omnipresent.” To answer that call this research looks at disaster resilience from the hotel 

sector’s perspective, defining and developing predictors of resilience that can assist 

hotels in being better prepared to withstand disaster and recover quickly. 

The example of the Kaikōura earthquake serves to illustrate the travel industry’s 

sensitivity to disasters. On November 14, 2016, an Mw7.8 earthquake occurred along 

the upper east coast of New Zealand’s South Island, impacting the community of 

Kaikōura, with effects felt over a wide geographic area (Bradley & Wotherspoon, 2016). 

Within the immediate area the transportation infrastructure was impacted, causing the 

highway north and south out of Kaikōura to be impassable as well as the closure of the 

inland route effectively isolating Kaikōura (Wotherspoon, 2016). Tourism was severely 

disrupted with 1200 tourists stranded following the earthquake (Stevenson, Becker, 

Cradock-Henery, Johal, Johnston, Orchiston, & Seville, 2017). Tourists were airlifted 
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out or transported by sea in the days that followed (Stevenson et al., 2017). By any 

definition, this event was a disaster for this community and impacted all aspects of 

economic activity, including their tourism sector. 

Beyond the effects felt in Kaikōura on the South Island, this earthquake produced 

significant land movement in Wellington, located at the southern tip of New Zealand’s 

North Island, 258 kilometres northeast of Kaikōura (see Figure 1.1). Three weeks later 

11% of Wellington’s office space was still closed due to damage and three buildings 

had been identified to require total demolition (Elwood, 2016). The extent of damage to 

buildings has continued to unfold with additional buildings being identified for further 

inspection in the months following the earthquake (Stevenson et al., 2017). This 

earthquake gave Wellington, one of the study areas of this research, real-time experience 

of the effect of an earthquake even though the actual event occurred kilometres away. 

 

Figure 1.1. Map of New Zealand with study area labelled. 

 

A New Zealand tourism industry publication stated, “This event has had a 

negative effect on tourism in Canterbury, Kaikōura and Marlborough, with over 50% of 

businesses stating that their business would deteriorate over the next twelve months …” 

       

Hawke’s Bay 
Wellington 
Kaikōura 

 

       

New Zealand 
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(Tourism Industry Aotearoa (TIA), 2018, p. 16). Vulnerable locations and tourists’ 

unfamiliarity with local risks, contribute to the impact of disastrous events (United 

Nations Office for Disaster Risk Reduction (UNISDR), Pacific Asia Travel Association 

(PATA), & Global Initiative on Disaster Risk Management (GIDRM), 2015). 

Interviews from this research (Chapter 6) express that following the Kaikōura 

earthquake, some international conventions in Wellington were delayed for a year or 

more based on travellers’ concerns (Chapter 6).  

The interconnected nature of the travel system creates another set of challenges 

and vulnerabilities. Disruption in travel patterns (following the Kaikōura earthquake) 

due to the South Island road closures resulted in disruption to tourism in Wellington. 

The interruption in regular travel patterns had many different ramifications on the 

tourism sector. One Wellington hotel’s reservation agent explained that guests were 

unable to continue onward in their vacation and were reluctant to vacate rooms, as other 

guests arrived in the city having altered their plans to visit the southern region (Brown, 

Feldmann-Jensen, Rovins, Orchiston, Johnston, 2019). Other guests decided to check-

out early as they did not feel comfortable in the area after the earthquake struck.  

Disastrous events are happening worldwide causing challenges to the stability of 

the tourism sector (Mahon, Becken, & Rennie, 2013). This research aims to understand 

better what disaster resilience means for the hotel sector and what can be achieved prior 

to a disaster to improve the disaster response and recovery post-disaster and minimise 

the disruptive impacts on hotels. 

Research Context 

Social science interest in resilience has grown steadily since 2005. Hall et al. 

(2018) studied the increase in research surrounding resilience for the period from 2005-

2015. In the years 2005-2009, 14 social science journal articles related to resilience and 
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tourism were published and appeared in Scopus. In the years 2010-2014, 71 articles 

were found, and in 2015 alone this figure increased to 55 articles.  

An organisation’s resilience, thoroughly discussed later in this thesis (Chapter 2), 

describes the organisation’s ability to overcome disruptions and operate in a new normal 

environment (Dahles & Susilowati, 2015). Disaster resilience focuses on resources 

developed prior to a disaster that are available during, and immediately following a 

disaster to aid in response and recovery. For example, Sydnor-Bousso, Stafford, Tews, 

and Adler (2011, p. 210) found that “…community resilience is an indicator of job 

resilience in the hospitality industry.” In their study, the presence of physical, human, 

and social capital (resources) in a community before a disaster contributed to the 

presence of jobs in hospitality after the disaster.  

Resilience is always best understood in terms of ‘resilience by whom’ and 

‘resilience to what’ (Martin-Breen & Anderies, 2011). This research project focuses on 

disaster resilience within the hotel sector. What disaster resilience means in a hotel 

context and development of a comprehensive understanding of resources hotels can 

utilise to build their disaster resilience are at the core of the research. The importance of 

building disaster resilience is multifaceted for hotels; the local risk landscape is 

important to understand from a planning and preparedness view, but a hotel’s 

responsibility regarding assisting guests and staff in disastrous situations is also an 

important concept. Life safety is of primary concern. Additionally, the value of getting 

back to business quickly is essential - the economy in many tourist destinations is often 

heavily reliant on tourism income (World Travel and Tourism Council (WTTC, 2017b). 

Building disaster resilience works towards improving disaster response and recovery in 

the days, weeks and months following an event. 
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Significance of the Study 

Tourism plays an increasing role in the economic vitality of the world. The total 

contribution to global gross domestic product (GDP) was 7.6 trillion United States 

Dollars (USD) in 2016 and is expected to rise by 3.6% in 2017 and 4% per annum from 

2017-2027 (WTTC, 2017b). Additionally, one in ten jobs are tourism related with the 

employment contribution of tourism expected to rise steadily through 2027 (WTTC, 

2017b). 

New Zealand’s tourism is a source of stable growth (Statistics New Zealand, 

2016b). Both international and domestic tourism saw steady increases in 2016 with a 

7.4% increase in domestic tourism expenditure and a 19.6% increase in international 

expenditure. New Zealand international tourism expenditures had a steady upward trend 

that was not seen in some of the country’s primary export industries (Figure 1.2). 

 

Figure 1.2. International tourism expenditure- New Zealand (Statistics New Zealand, 
2016b, p. 15). 

 

Statistics New Zealand (2016b) reports total tourism expenditure increased 12.2% 

in 2016 from 2015. Tourism accounted for 7.5% of total employment in New Zealand 

and tourism generated 2.8 billion New Zealand dollars (NZD) (USD 1.84 billion) in 

goods and services tax revenue. Recent data shows the trend continuing with New 

Zealand hotels recording best occupancy rates ever in 2017 (Statistics New Zealand, 

2018c). Clearly, tourism is vital to New Zealand’s economy. 
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When considering the effects of disaster, resilience within the hotel sector includes 

capacity to maintain, or regain, some operational capacity. The primary function of 

hotels, including providing shelter and welfare, may become integral to the disaster 

response and recovery effort (Yamamura & Welsh, 2018). For example, hotels provide 

rooms for the influx of workers needed to assess and rebuild the community as well as 

on-going employment in the local area (Hayward, 2017). Not only can hotels continue 

to deliver income for shareholders and local staff, but they also become a part of the 

recovery through their ability to provide accommodations and meeting space for 

recovery efforts. A lack of accommodation can disrupt recovery of the tourism sector 

from a disaster as evidenced in Christchurch, New Zealand (Orchiston & Higham, 

2014).  

Problem Statement 

Attention to the building blocks of disaster resilience prior to an event can improve 

response and recovery from disaster (Mayunga, 2007; Norris, Stevens, Pfefferbaum, 

Wyche, & Pfefferbaum, 2008). While tourism as a sector has been investigated (Espiner, 

Orchiston, & Higham, 2017; Orchiston, Prayag, & Brown, 2015; Sydnor-Bousso et al., 

2011) these studies do not offer a lens that applies specifically to the hotel sector in an 

actionable way. Organisational resilience studies (A. V. Lee et al., 2013; Sawalha, 2015; 

Whitman et al., 2014) also offer additional insights for tourism organisations but do not 

drill down to the intricacies of a specific tourism organisational type. Multiple 

dimensions of resilience exist and need to be defined to move from a conceptual 

understanding to practical assessment of resilience (Cutter et al., 2008). The problem 

addressed with this research is the need to better isolate and refine resilience concepts 

for a specific sector, in this case the hotel sector. Clarifying what disaster resilience is 

and identifying ways to improve resilience is a way forward for the hotel sector. 
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Research Question 

The following question and sub-questions guide this research. Sub-questions 1c 

and 1d are aimed at refining and validating the information derived from the sub-

questions 1a and 1b. This research contributes to the field of knowledge through the 

answer of the following questions, leading to practical application of disaster resilience 

research for the hotel sector. 

1. How can the hotel sector increase its disaster resiliency, and be better able to 

protect the lives of its guests and staff, and the livelihoods and local economy following 

a disaster?  

1a. How is disaster resilience defined in a hotel sector context? 

1b. What predictors assist in determining disaster resilience for the hotel sector?  

1c. How resilient are hotels in New Zealand to disaster? 

1d. What barriers exist to increasing disaster resilience for hotels in New Zealand?  

Thesis Structure 

Utilising a descriptive analytic approach, which includes both qualitative and 

quantitative methods, this thesis explores disaster resilience within the hotel sector. 

Mixed methods research is often based on a pragmatic worldview (Creswell & Plano 

Clark, 2011), which provides a pluralistic underlying epistemological perspective that 

values both positivist and interpretivist views (Johnson & Onwhegbuzie, 2016). The 

objective is to utilise multiple methods that add strength to either method’s weaknesses. 

A Thesis by Publication presentation has been chosen (see Appendix G for 

Massey University guidelines). This thesis style is an alternate to that of a traditional 

thesis. With Thesis by Publication, multiple journal articles (which report aspects of the 

research) are utilised as chapters within the research thesis. This method provides an 

opportunity to develop article production skills in tandem with research skills. Chapters 
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Two, Four, Five, and Six contain journal articles, two of which have been accepted for 

publication, a third has been revised for final review, and fourth has been submitted and 

is currently in the review process.  

The thesis manuscript’s formatting and citation style are based on Publications 

Manual of the American Psychological Association, Sixth Edition. Those chapters 

which contain journal articles (Chapters Two, Four, Five, and Six) have formatting 

variances from the main manuscript based on journal preferences and requirements. 

This includes numbering of sections as well as alternate table formatting. 

Starting with a systematic review of the literature (Chapter Two), the research 

defines disaster resilience for hotels. The review includes articles about disaster 

management and resilience within the hotel sector, often drawing from the wider 

tourism literature due to a lack of more specific research on hotels. The interdisciplinary 

literature includes foundational and contemporary peer-reviewed articles from the 

tourism sector, community resilience, organisational resilience, and disaster 

management research. The literature review provides the basis for further study of the 

hotel sector and disaster resilience. In addition to a published literature review article 

(Chapter 2), a supplemental review can be found in Chapter 2 which highlights 

additional research material not deemed suitable for slightly narrow focus of the 

published article.   

The study scope and design was formulated from the review of the literature. 

Chapter Three reviews the methods and methodology of this thesis. This chapter 

includes discussions of the conceptual framework, the study design, and specifies details 

of both the quantitative and qualitative data collection and analysis methods.  

A first step to developing a sector-specific resilience understanding is to use a 

sector-specific lens to analyse the literature. To that end, Chapter Four presents a 
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published article, which develops a conceptual framework from the literature, later 

referred to as the Disaster Resilience Framework for Hotels (DRFH). The article details 

the DRFH’s capitals-based approach to exploring disaster resilience within the hotel 

sector. Articles aimed at building frameworks, measures, and models for resilience are 

analysed from a hotel perspective to develop the framework and predictors as well as 

specific measures of resilience. The DRFH builds on research by Cutter et al. (2008) 

and Mayunga (2007) on community resilience and A. V. Lee et al. (2013) which focuses 

on organisational resilience. These conceptual constructs are the foundation for the 

DRFH developed in this research.  

Qualitative and quantitative research is undertaken to further explore the 

developed DRFH. An exploratory survey and results are discussed in Chapter Five. 

Chapter Six explores data from semi-structured interviews and secondary data related 

to the DRFH. The discussion in Chapter Seven provides an analysis of the combined 

qualitative, quantitative, and secondary data to further analyse disaster resilience using 

the DRFH. The contextual qualitative data contrasted with the quantitative data allows 

for new understandings of some of the findings from each method. Chapter Eight 

concludes the thesis with suggestions for research in the future, identification of 

limitations and a summary of research findings and recommendations.  

Chapter Summary 

Chapter One has introduced the research topic, study significance and research 

questions. This chapter has also outlined the thesis structure. Building on this 

background information, Chapter Two presents the review of literature which developed 

the research questions and plan. 
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Chapter Two: Literature Review 

“There is one body that knows more than anybody, and that is 

everybody” Charles Maurice de Talleyrand-Périgord (1754 – 1838) 

The quote begins this section to elaborate on the importance of reviewing the 

literature when undertaking a study. The academic tradition of first understanding what 

those who came before have investigated and concluded, and then creating research that 

adds to the discourse is essential to knowledge production.   

The literature review will be presented in two sections. First, literature is presented 

that includes defining disaster resilience for hotels through a review of disaster and crisis 

definitions and meanings, resilience literature, and the concepts of sustainability and 

vulnerability and how these topics inform building resilience to disaster for the hotel 

sector. This review takes the form of a published article (Brown, Rovins, Feldmann-

Jensen, Orchiston, and Johnston, 2017). Following the section, a supplement to the 

published review covers topics that lie outside the scope of the article. These topics 

include frameworks of international institutions, theoretical perspectives, and specific 

disaster types within the scope of this research.  

The following article was published in the International Journal for Disaster Risk 

Reduction, an Elsevier Publication. This article is presented in a pre-production version 

format and formatting complies with journal formatting specifications which vary from 

the overall thesis formatting. The journal’s stated mission is to publish research aiming 

to reduce the impacts of disasters and stimulate the exchange of ideas and information 

in the disaster field (Elsevier, 2018). The paper was submitted in December of 2016 and 

accepted for publication on February 5th, 2018 after minor revisions. The article has 

been cited eight times since publication as of August 2018. 

  



11 

 

Exploring Disaster Resilience within the Hotel Sector: 

A Systematic Review of Literature 

 

Brown, N. A., Rovins, J. E., Feldmann-Jensen, S., Orchiston, C., & Johnston, D. (2017). 

Exploring disaster resilience within the hotel sector: A systematic review of 

literature. International Journal of Disaster Risk Reduction, 22, 362-370. 

doi:http://dx.doi.org/10.1016/j.ijdrr.2017.02.005 
 

Abstract 

 

Within the tourism industry, the hotel sector’s vulnerabilities are multi-faceted. 

This literature discussion scrutinises how disaster and resilience is framed for the 

tourism sector, and how the concepts can be applied to the hotel sector. A synthesis of 

the literature points to the importance of prioritising disaster resilience building for the 

hotel sector. The body of literature regarding disasters, tourism, and more specifically 

hotels, has increased over the last 20 years, still, improvements in the hotel sector’s 

disaster preparedness do not appear to be on the same trajectory. Illustrating the 

predicament of the contemporary hotel industry serves to open a discussion about the 

value of building resiliency to disaster for hotels. As the numbers of people affected by 

disasters grow, the importance of providing actionable information to limit the severity 

of these events on communities also escalates in pace.  

Key Words 

Disaster; Resilience; Tourism; Vulnerability; Sustainability; Crisis 

 

1. Introduction 

 An important aspect of the world’s increasing interconnectedness is the ease and 

frequency of travel. Increased numbers of tourists travelling to places of varying risk 

has exposed new and uncertain vulnerabilities to the tourism sector (Ritchie, 2004). 
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Tourism is vulnerable to disaster because it relies upon infrastructure, the ability to move 

around freely, and people’s perceptions of safety (Orchiston, 2012). 

Within the tourism industry, the hotel sector’s vulnerabilities are multi-faceted. A 

hotel’s physical infrastructure (buildings, water, power, sanitation) may be at risk from 

a variety of natural and man-made hazards placing staff and guests at risk. Beyond guest 

and staff safety, a hotel’s ability to continue operations and profitability is often at risk 

in disasters. The hotel’s surrounding environment (sea, forests, natural beauty) can be 

affected by hazards making their locale less desirable for future tourists in the short-

term (Becken, Mahon, Rennie, & Shakeela, 2013). Hotel vulnerabilities are complex 

and factors that contribute to risk are often the tourists’ motivation to visit. 

Disastrous events can influence tourists’ choices of destinations (Faulkner, 2001). 

Management of destination image, disruption from extreme weather, and event impacts 

causing slow recovery may all affect tourism destinations negatively (Tsai, Wu, Wall, 

& Linliu, 2016). Examples of this influence can be seen in: the 2001 Foot and Mouth 

Disease outbreak, which is estimated to have cost the United Kingdom tourist industry 

between USD 3.3 billion and USD 4.2 billion due to decreased numbers of tourists 

traveling to the countryside (Thompson et al., 2002); the 2003 Severe Acute Respiratory 

Syndrome (SARS) epidemic which coincided with Japanese outbound tourism dropping 

as much as 55% in one month (Cooper, 2005); and Hurricane Katrina’s impacts on New 

Orleans which resulted in 1409 tourism and hospitality businesses shutting down- 

affecting 33,000 hospitality employees, a decrease of USD 15.2 million per day in 

business and leisure travel expenditures (Pearlman & Melnik, 2008). These examples 

highlight how disastrous events can affect tourism.  

People’s perceptions can be negatively influenced by media coverage of an event 

(de Sausmarez, 2005; Faulkner, 2001; Mendoza, Brida, & Garrido, 2012; Pearlman & 
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Melnik, 2008). In the aftermath of the 2004 Boxing Day Tsunami, the hotel industry in 

Phuket, Thailand successfully reopened 80% of their hotels within a week, only to see 

occupancy rates drop to 10% (Henderson, 2007). Decrease in tourism can also be due 

to facility availability and access. In 2005, following Hurricane Katrina and the New 

Orleans levees failure, the lodging industry in New Orleans, which included an 

estimated 38,000 rooms, was almost completely shut down (Singal, Wokutch, Ho, & 

Murrmann, 2010). Following a second major earthquake in five months (February 2011) 

Christchurch, New Zealand lost two-thirds of its hotel inventory (Orchiston & Higham, 

2014). Aggravating the influence of disasters on tourism further is the increasing 

interdependence of the tourist industry, where a negative event in one location can affect 

the tourist economy of many countries (Maditinos & Vassiliadis, 2008). For example, 

the 2010 Icelandic Volcanic Ash Cloud caused disruption to air travel throughout 

Europe (Parker, 2015). “Tourism destinations in every corner of the globe face the 

virtual certainty of experiencing a disaster of one form or another at some point in their 

history” (Faulkner, 2001, p. 135). 

 Illustrating the predicament of the contemporary hotel industry serves to open a 

discussion about the defining disaster resiliency for hotels. A cross-disciplinary lens 

may provide an opportunity to identify connections between the hotel sector’s needs 

(ensuring safety and security of guests and staff as well as remaining operational and 

profitable) and disaster resilience building. The purpose of this article is to examine the 

literature and explore important disaster resilience and hospitality industry concepts that 

can be applied specifically to the hotel industry.  

 Defining key terms including disaster and resiliency within a hotel context begins 

with an examination of the literature. These definitions form the basis for discussion of 

both disasters’ effects on hotels and disaster resilience building within the hotel sector. 
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The review synthesises current concepts of disaster resilience building in the context of 

the hotel sector, and extracts concepts to inform further development in building disaster 

resilience into the hotel sector.   

 The search words disaster and hotel provided 143 peer-reviewed articles, after 

duplicates and articles not on topic were eliminated. Additional articles and grey 

literature were captured through reviews of selected articles’ reference lists. In total 352 

articles and papers were identified and thematically coded for this literature review. 

2. Basic Definitions 

 In order to discuss disaster resiliency, as it applies to the hotel sector, it is 

important to first explore the literature aimed at defining these terms. The objective is 

to synthesise common definitions for disaster and resilience as they will apply to this 

discussion. 

2.1 Disaster/Crisis 

  The concepts of disaster and crisis, as applied to tourism businesses, have been 

examined by many scholars (AlBattat & Mat Som, 2013; Cutter et al., 2008; Faulkner, 

2001; Norris et al., 2008; Ritchie, 2004). Rockett (1999) writes that definitions may be 

transient over time, but can serve our current need and allow for common understanding. 

The most prevalent definitions adopted by authors of tourism sector research have been 

Faulkner’s (2001) concept that crises often have a component that could have been 

controlled by the group being affected (e.g. management failing to react to events in a 

way that minimises effects), while disasters occur suddenly and the actual trigger event 

is out of the control of those affected (e.g. an earthquake hitting a populated area). 

Ritchie (2008) recognises that an overlap can occur, when leadership actions during a 

disaster then develop into a related crisis, thus confusing the concepts. Some authors 
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chose not to tackle the distinction of disaster and crisis but instead use the terms 

alternately or simultaneously (Ritchie, 2008).  

  Mileti (1999) describes disasters as events that are the result of interaction with 

the physical environment, the social and demographic characteristics of the community 

within the physical environment, and the built environment the community constructed. 

Disasters are often predictable, and in some cases avoidable (Mileti, 1999). While many 

disastrous events are not controllable by human societies, effects may be minimised 

through action. 

 Disasters are often described as a cycle with phases leading from one to the next. 

A common cycle is the 4R’s; reduction, readiness, response, and recovery (Ministry of 

Civil Defence & Emergency Management, 2017). In this spectrum one reduces (or 

eliminates) possible risks, readies for risk that cannot be reduced or eliminated, 

responds to events with the readied preparation, and works towards recovery after the 

event, including reducing or eliminating possible threats. Faulkner (2001) provides six 

phases of disaster in a tourism disaster management framework. These phases include: 

1) pre-event, where action is taken to reduce effects of, or eliminate, potential events; 

2) prodromal, the time immediate prior to an imminent disaster where warnings and 

plans are initiated; 3) emergency, the actual disaster response activities; 4) intermediate, 

where short-term issues are resolved and return to normal is being planned; 5) long-term 

recovery, a continuation of the previous phase; and 6) resolution, the final phase where 

normal activities resume and review of events takes place. In both of these disaster 

management cycles the concept remains that the management process begins prior to 

the onset of an event with planning and risk reduction, continuing through to learning 

lessons and applying those lessons to future planning. 
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 A key concept in the discussion of disaster is that disasters are social disruptions 

(Rodriguez, Quarantelli, & Dynes, 2007). The disruption to human society causes the 

event to be termed a disaster- even though a physical event such as an earthquake may 

begin the cycle. For example, an Mw 6.5 earthquake that occurs in an undeveloped and 

unpopulated part of the world is of little consequence. The same earthquake in a 

developed area has the potential to cause severe disruption and may be termed a disaster.  

 The term disaster can also illustrate a lack of capacity to manage an event. As a 

description of the resources needed to stabilise the event, a disaster requires recruitment 

of resources from outside of the affected community (United Nations Environment 

Programme (UNEP) & Caribbean Alliance for Sustainable Tourism (CAST), 2008). 

Examining an event in terms of resources required to respond illustrates that disruption 

to human systems is integral to defining a disaster. A small hotel with limited resources 

could experience a disaster that a larger hotel with greater resources might have been 

able to handle internally with minimal disturbance.  

For the purposes of this discussion, the definition proposed by Faulkner (2001) 

will form the basis for defining disaster with additional wording taken from Mileti 

(1999), and Rodriguez, Quarantelli, and Dynes (2007). For the remainder of this 

discussion disaster is defined as: 

A sudden event where the trigger is outside the current control of the affected area 

(community and/or business), the event disrupts the function of that area and 

requires additional resources (other than those available within the area) to 

respond to and recover from the event. 

 

2.2 What is Resilience?  

The concept of resilience has been explored over many decades among a range of 

disciplines, including ecology, engineering, psychology, and social science (Bec, 

McLennan, & Moyle, 2015; Eiser et al., 2012; Folke et al., 2010; Klein, Nicholls, & 

Thomalla, 2003; A. V. Lee et al., 2013; Martin-Breen & Anderies, 2011; Masten & 
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Obradovic, 2006; Norris et al., 2008). It is worth highlighting that the meaning of 

resilience, at its heart, remains similar across disciplines, but the nuances and values 

vary based on application.   

The root resiliere comes from the Latin ‘to jump back’; however, in the context 

of disasters affecting societies this definition falls short, as it may not be possible to go 

“back” to the state prior to the disaster (Paton, 2006). Going back to the previous state 

may also be undesirable, if it means building back to the same vulnerabilities (Esnard, 

2013). Resilience is a dynamic condition. 

Many scholars have worked towards finding a shared meaning of resilience. 

However, in order to study resilience one must first define: resilience by whom; and 

resilience to what (Buckle, 2006; Cutter et al., 2008; Martin-Breen & Anderies, 2011). 

A universal understanding of resilience is not possible: 

Without frameworks tailored to specific populations, levels of analysis, phase of 

disaster, and even the unique disaster context, our ability to advance the science 

of disaster response toward more resilient communities is limited (Nowell & 

Steelman, 2013, p. 233). 

 

For each group, and each circumstance, the meaning of resilience can take on new 

dimensions. Exploring some of the different ways resilience has been applied can be a 

constructive process towards defining disaster resilience for hotels. Resilience 

definitions vary based on the context. The following discussion explores literature 

concerned with resilience within the context of systems, organisations, economics, and 

communities in an effort to understand how resilience may apply to the nexus of 

disasters and hotels.  

Systems resilience.  Resilience concepts for systems have undergone numerous 

interdisciplinary scholarly reviews (Aldunce, Beilin, Handmer, & Howden, 2014; 

Comfort, Boin, & Demchak, 2010b; Cutter et al., 2008; Lamanna, Williams, & Childers, 
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2012; Norris et al., 2008; Orchiston, 2010; Paton & Johnston, 2006). Further insights 

are gained from research in physics, mathematics, psychology, and psychiatry, and 

ecology by Aldunce et al. (2014), whose work showed that resilience is not just 

bouncing back to the previous state, instead resilient systems have the capacity to change 

and adapt to new stresses, and create a new norm from which to continue forward.  

 Resilience in complex adaptive systems (CAS) differs from engineer-based 

systems resilience. Engineer-based systems resilience looks at returning to the previous 

state of functionality (Rose & Krausmann, 2013). The CAS theory considers a move to 

a new normal that allows functioning to continue. Four characteristics that help a CAS 

to be resilient include: 

“…capacity for creative innovation, flexibility in relationships between the parts 

(of the system) and the whole, interactive exchange between the system and its 

environment, and a crucial role for information in evolving complexity” (Comfort, 

1994, pp. 159-160). 

 

A CAS can also vary in size and components, moving, expanding and contracting as 

needed. In the case of hotels, groups of internal departments working together can 

function as a CAS, and those same groups working with external partners can also be a 

CAS. Those same groups unable to be innovative, flexible, and collaborate in the face 

of disaster can delay response and recovery. 

 The ability of a system to adapt and change is critical to our understanding of 

resilience as applied to larger groups, including business organisations like hotels. 

Tourist destinations can be conceptualised as “… a human-environment system” 

(Becken et al., 2013, p. 956). During an unfolding disaster a hotel’s management and 

staff must understand the possible risks to the business, guests, and surrounding area, 

and have the capacity to cope with those possibilities. 

Organisational resilience.  Organisational resilience considers physical 

properties as well as organisational structure and capacities (Cutter et al., 2008). 
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Resilient organisations are able to overcome adversity and continue forward, often 

thriving as they reinvent themselves (Dahles & Susilowati, 2015). Building 

organisational resilience includes “…reducing the consequences of failure and assuring 

business/service continuity under adverse conditions” (Rose & Krausmann, 2013, p. 

79). 

 In studies of resilient organisations, a few common traits have been proposed. 

Resilient organisations question assumptions about their environment constantly and are 

competitive (A. V. Lee et al., 2013). Dahles and Susilowati (2015) write there are three 

components to a business’s resilience: survival, adaptation, and innovation- all working 

together to make an organisation resilient. For hotels, these actions translate into 

understanding changing risks in a variety of contexts, and working to limit those risks 

constantly.  

Resilient organisations employ adaptive strategies in a rapidly changing 

environment; the adaptations may fundamentally change the organisation in some ways, 

but allow it to survive into the future (Dahles & Susilowati, 2015). Organisational 

structure and culture influence adaptive capacities (Wang & Ritchie, 2010). As an 

example, Comfort (1994), in her study of the 1994 Northridge earthquake response, 

found the response’s networked organisational structure and flexible leadership allowed 

for higher functioning and quicker decision making. When organisations are too rigid 

and systematic, with too many layers of bureaucracy, they are less able to create 

adaptation strategies during dynamic events (Celik & Corbacioglu, 2013; Comfort, 

1994). Sawalha (2015) studied resilience of insurance companies in Jordan. Findings 

included that the Jordanian business model characterised by centralised power and 

hierarchy, with low levels of autonomy and delegation worked at cross-purpose with 

resiliency. Organisational structure, adaptability, culture, and flexibility features may all 
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influence hotel disaster resilience. Large hotel chains may have organisational 

hierarchies that make quick decision-making, flexibility, and adaptive strategising 

difficult. 

 Despite the fact that organisations rarely prioritise resilience building, A. V. Lee 

et al. (2013) argue that many traits of a resilient organisation are also traits of successful 

organisations. Obstacles to building resilience in organisations include a lack of tangible 

ideas and concepts for businesses to adopt or adapt for their organisation (McManus, 

Seville, Vargo, & Brunsdon, 2008). These challenges have slowed progress in building 

resilient organisations. It may be possible to overcome some of these impediments by 

focusing on the intersection of resilient organisations and successful organisations. 

Resilient organisations have improved response to more common daily challenges 

because they have an increased self-awareness, greater ability to manage their 

vulnerabilities, and are adaptive and innovative (Aldunce et al., 2014). Capitalising on 

this idea a hotel may be able to build success commercially while building disaster 

resilience. 

In making a case for organisational resilience building, A. V. Lee et al. (2013) 

proposes adaptive capacity building and pre-planning as components to becoming 

increasingly resilient to disaster. Paton and Hill (2006) also suggest the ability of an 

organisation to adapt and change predicts a business’s ability to survive post-disaster. 

Organisations need to integrate elements of resilience into their daily philosophy to 

improve response in the face of adversity (Sawalha, 2015). Integrating resilience 

management into everyday business practices through “encouraging increased situation 

awareness, improved adaptive capacity, and better identification and management of 

keystone vulnerabilities” is also important (McManus et al., 2008, p. 84). Thus, the 
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research points to the importance of organisation’s adaptive capacity in building 

resilience. 

Economic resilience.  Economic resilience is another element of disaster 

resilience building within the hotel sector. Economic resilience is defined as the 

“…ability or capacity of a system to absorb or cushion itself against damage or loss” 

(Rose, 2006, p. 228). Hotels are fundamentally businesses that must maintain financial 

viability to continue operations. 

There are two distinct areas of business resilience: the customer considerations 

and the supply considerations (Rose & Krausmann, 2013). Customer-side resilience 

takes into account disruptions in customer service, while supply side looks at service 

disruptions in supply chains. Both areas are important to disaster resilience for hotels. 

Additionally, economic resilience can be broken into two separate measures: static 

economic resilience concerns the ongoing ability of an organisation to function; and 

dynamic economic resilience refers to the flexible capacity of organisations to 

reorganise and stabilise quickly.  

 An important economic resiliency implication is that local tourism businesses are 

critical to the wider community economy in terms of providing jobs and customers for 

other businesses (Dahles & Susilowati, 2015). Additionally, hotels that can remain 

operational in the aftermath of a hazard event often maintain strong occupancy through 

services provided to response and recovery teams (Drabek, 2000; Faulkner & Vikulov, 

2001; Pottorff & Neal, 1994; Ritchie, Crotts, Zehrer, & Volsky, 2013).  

 The individual business resilience is at the micro level of an economy. The 

industry’s resilience (e.g. tourism) is at the meso-economic level, and the community’s 

resilience is the macro-economic level (Rose & Krausmann, 2013). Accordingly, 

organisational resilience is linked and connected to community economic resilience.  
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Community resilience.   Community resilience to disaster is the ability of a group 

to mitigate and withstand the effects of disaster, however, there is little consensus 

regarding the components and processes that enable communities to be disaster resilient 

(Chandra et al., 2011). Paton and Johnston (2001, p. 275) write that a community’s 

disaster resilience is built on, “… efficacy, problem-focused coping, and a sense of 

community…” Community resilience has also been defined as “…a process linking a 

network of adaptive capacities (resources with dynamic attributes) to adaptation after a 

disturbance...” (Norris et al., 2008, p. 127). These characteristics are identified as 1) 

economic development - equitable distribution of economic resources within a group; 

2) social capital - relationships as resources; 3) information and communication - 

creating common meaning and understandings and systems to move information in 

times of stress; and 4) community competence - the ability to make decisions and take 

actions as a collective. These diverse facets point to the complexity of community 

resilience. 

 Organisations and communities are inextricably linked (McManus et al., 2008). 

Resilient businesses assist a community in maintaining social continuity in the aftermath 

of disaster (Moore & Lakha, 2006). Resilient organisations improve the ability of 

communities to respond to disasters (A. V. Lee et al., 2013; McManus et al., 2008; 

Sawalha, 2015). Looking at community resilience as a basis for developing a model for 

building resilience in the tourism sector, Bec et al. (2015) use a definition of community 

resilience that included a group’s ability to harness resources to adapt to change. Buckle 

(2006, p. 91) reviews definitions of community resilience and finds “…they refer to 

“community” as a large social group…” While an imminent and potentially disastrous 

event can pose incredible challenges for a hotel operation, disaster preparedness and 

resilience building can mitigate the consequences (Lamanna et al., 2012). A hotel is an 
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integral part of its larger community, but may also be its own community. Building 

resilience requires participation by all stakeholders, across sectors.  

Disasters happen to all members of a community at the same time, and recovery 

must happen together as well (Norris et al., 2008). Building communities that are 

resource and capacity rich, and helping them understand risk is at the heart of resilience 

building. 

Furthermore, planning ways to overcome potential hazards allows communities 

to take advantage of, and enhance, those qualities and capacities already available to 

their communities. 

 The sheer number of components that combine to form a community makes 

assessing dimensions and indicators for community resilience more difficult. Cutter et 

al. (2008, p. 603) discuss the “multifaceted nature of resilience”, which poses challenges 

in designing assessments to manage the disaster resilience building process. 

Furthermore, conditions of resilience are dynamic, not static, so evaluation of 

components and measures is required on a consistent basis (Paton, Kelly, & Doherty, 

2006). However, resilience in communities can be enhanced through preparedness 

planning, risk awareness, and communication (Cutter et al., 2008; Kwok, Doyle, 

Becker, Johnston, & Paton, 2016; Paton & Johnston, 2006). Hotels, seen through the 

community resilience lens, are multifaceted groups and need dynamic and collaborative 

analysis, preparedness, and communication ideas for handling potential disasters.  

 Based on a composite of ideas presented in this discussion the definition of hotel 

resilience to disaster in the context of this discussion will be: 

A dynamic condition describing the capacity of a hotel, together with its 

stakeholders, to assess, innovate, adapt, and overcome possible disruptions that 

may be triggered by disaster. 
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2.3 Disaster Resilience and Vulnerability in the Hotel Sector 

 Resilience and vulnerability are often linked in research; however, they are not 

opposite ends of the same spectrum (Buckle, 2006; Cutter et al., 2008). It is possible to 

be vulnerable in some ways, and resilient in others. Vulnerability to disaster describes 

the extent to which a person, community, organisation, or system is susceptible to 

negative effects from a hazard (Becken et al., 2013). Understanding vulnerabilities to 

disaster is an integral part of assessing capacities to overcome potential disastrous 

situations and implementing risk reduction measures. 

 One danger in equating resilience to vulnerability is the resultant circular thinking, 

“a system is vulnerable because it is not resilient; it is not resilient because it is 

vulnerable” (Klein et al., 2003, p. 40). Both terms are defined by the specifics (who, 

when, and what) of the situation (Buckle, 2006). For example, elderly people are often 

considered a vulnerable population, however in some situations they prove to be 

resilient due to their array of experiences to draw from and reduced expectations that 

the government will come to their rescue (Pooley, Cohen, & O'Conner, 2006). 

Circumstances can alter resilience and vulnerability of people and groups and requires 

careful assessment.  

   Vulnerability is a condition that is evaluated in a pre-disaster setting, resilience is 

evaluated by post-disaster outcomes (Rose, 2006). Understanding vulnerabilities that 

exist in a community is fundamental to building resilience in a community, and 

ultimately steps to mitigate those vulnerabilities must be taken to build resilience 

(Kapucu, Hawkins, & Rivera, 2013). Enhancing adaptive capacities in tourism 

destinations can decrease certain vulnerabilities and build resilience (Price-Howard & 

Holladay, 2014). “…the concepts of vulnerability, adaptive capacity and resilience are 

linked: enterprises that are less vulnerable and have more adaptive capacity are likely to 
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be more resilient” (Biggs, Hall, & Stoeckl, 2012, p. 649). Reducing vulnerabilities and 

embracing sustainable practices are critical to developing disaster resilience (Cutter et 

al., 2008). Hotels’ evaluation of their vulnerabilities can improve their adaptive 

capacities and build disaster resilience.  

 The Sendai Framework for Disaster Risk Reduction 2015-2030 (SFDRR) 

highlights that disaster continues to hamper efforts to improve sustainability in many 

economies (United Nations Office for Disaster Risk Reduction (UNISDR), 2015b). The 

new framework reiterates the essential need of public and private enterprise, and 

refocuses efforts upon reducing disaster risk and building resilience at all levels. 

 Specifically the framework challenges the tourism industry to “promote and 

integrate disaster risk management approaches…given the …heavy reliance on tourism” 

in many parts of the world (UNISDR, 2015b, pg. 20). Sawalha, Jraisat, and Al-Qudah 

(2013) writes that hotels in Jordan are less likely to allocate resources to activities that 

do not show an ability to generate profits short-term. Short-term thinking can result in a 

response-oriented approach to disaster management. Building disaster resilience for the 

hotel sector works in tandem with the objectives and goals of the SFDRR.   

2.4 Sustainability and Disaster Resilience in the Hotel Sector 

 Sustainable tourism considers what tourism, as a part of a bigger system, works 

towards sustaining, rather than how to sustain tourism activities (S. McCool, Butler, 

Buckley, Weaver, & Wheeller, 2015). In a hotel, actions taken as course of business that 

are unsustainable, may ultimately make the operation of the business unsustainable too. 

For example, a hotel that does not account for the health of the local reef in planning 

tourist activities may damage and degrade the reef making their facility less desirable to 

snorkelers and reef enthusiasts.  
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 “One way to reduce the susceptibility of communities to loss from hazard 

consequence is to create a community that is sustainable and resilient” (Johnston, 

Becker, & Cousins, 2006, p. 40). A disaster resilient community contributes to that 

community’s sustainability (Klein et al., 2003). Resilience and sustainability may use 

different avenues and methodologies but they work towards the same goals (Lerch, 

2015; Redman, 2014). To achieve sustainability a community should “maintain and, if 

possible, enhance environmental quality” (Schneider, 2006, p. 79). Sustainability can 

be natural resource centric, but the objective is continued function with no depreciation 

of quality of life (Mayunga, 2007). A shift that emphasises sustainable practices may 

ultimately be good for a hotel’s business in the long-term. 

 While there exists much common ground between sustainability and resiliency, 

Redman (2014) suggests that some objectives may be in conflict and the study of these 

two subjects should remain independent. This opposing view considers that the adaptive 

cycle of resilient systems may adopt a new norm that is not sustainable long-term, in 

order to continue functioning in the short-term. When building resilience to disasters 

short-term, non-sustainable adaptions are often critical for survival and are a part of the 

process. For example, a hotel context considers adaptions like petrol-powered 

generators to maintain minimum critical functionality; while this is a non-sustainable 

solution it is also often a short-term solution required to maintain operations.  

3. Disasters and the Hotel Sector 

 The body of literature regarding disasters, tourism, and more specifically hotels, 

has increased over the last 20 years, yet improvements in the hotel sector’s disaster 

preparedness have not kept pace. Ritchie (2009) outlines the need of all tourism 

organisations to assess their vulnerabilities and risks, placing increasing emphasis on 

planning and prevention, as opposed to the more common focus on response and 



27 

 

recovery strategies. There is a need for businesses to consider how they are creating 

and/or enhancing risks and act to minimise these effects (United Nations Economic and 

Social Commission for Asia and the Pacific (ESCAP), 2015). Sawalha et al. (2013) 

studied five-star Jordanian hotels and found that disaster management was considered a 

response and recovery activity, as opposed to a proactive management of variables to 

decrease the possibilities and severities of risks. Faulkner (2001) brings to light that few 

tourism organisations recognise the importance of risk reduction, planning and 

preparedness.  

 A history spanning decades of incidents and accidents in the hospitality industry 

was published in the Cornell Hotel and Restaurant Administrative Quarterly (1985). The 

account included many well-publicised disasters such as the 1980 Las Vegas fire in the 

MGM Hotel and the 1982 eruption of Mount Saint Helens (tourism effects on the Pacific 

Northwest). This 1985 journal editorial explained that the hospitality industry was 

learning from each of these events, and hotels (as well as restaurants) were reducing 

their disaster risk with each event. A disagreement is evident in the literature regarding 

improved disaster management. Some literature reflects that hotels are reviewing past 

incidents and attempting to learn lessons (Cornell Hotel and Restaurant Administrative 

Quarterly, 1985), and other literature contradicts this assertion (Drabek, 1997).  

 Procedures and plans for handling disasters were found to be non-existent in a 

1997 survey conducted by Drabek, where 827 tourists and hotel guests who had 

experienced disastrous circumstances participated (Drabek, 1997). Kwortnik (2005) 

argues that the industry seems to be repeating the same mistakes repeatedly, based on a 

study of some hotels’ reactions to the 2003 Blackout in the eastern United States. Chien 

and Law’s (2003) article discussed the hotel industry’s widespread concern of the spread 

of SARS, and the lack of guidance for hotels on epidemic topics. During the 2003 SARS 
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outbreak, Hong Kong experienced an 80% decrease in tourism as a result of this 

epidemic (Chien & Law, 2003). These examples highlight that implementing lessons 

learned in disaster preparedness for the hotel industry may be low priority. 

 Preparedness planning helps to ensure resources needed for response and 

recovery are available, by deciding in advance who will do what, when, and where in 

different circumstances (UNEP, 2008). Complete preparedness planning for disasters 

can also reduce risk (Pennington-Gray, Thapa, Kaplanidou, Cahyanto, & McLaughlin, 

2011). Ritchie (2008, p. 322) writes, “…taking a more strategic or holistic approach to 

disaster planning and preparation may reduce the likelihood of linked events, 

‘escalation’ or the ‘ripple effect’ occurring due to the chaotic and complex inter-

relationships within an open tourism system.” Furthermore, preparedness planning for 

disasters by the tourism industry should be integrated and viewed as essential in a world 

where growing numbers of disasters are impacting tourism (Ritchie, 2009).  

 The uncertainty of hazards complicates the ability to develop detailed 

preparedness plans (Ritchie, 2008). Even though control over natural forces is rarely 

possible, the effects of these events on communities can be mitigated and diminished 

through preparedness efforts. “…surprise is an inevitable event whose magnitude and 

rippling consequences can be anticipated through knowledge, emerging tools, 

consensual social collaboration, and preparations to be flexibly innovative” (Comfort, 

Boin, & Demchak, 2010a, p. 273). In recent years, building disaster resilience in 

organisations and communities has been studied as one way to combat the 

unpredictability of disasters.  

 Disaster related research for the tourism industry tends to be response and 

recovery centric, with less attention paid to the preparedness and preventative 

possibilities (Becken & Hughey, 2013; Chien & Law, 2003; Faulkner, 2001; Hystad & 
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Keller, 2008; Lamanna et al., 2012; B. N. McCool, 2012; Ritchie, 2004; Wang & 

Ritchie, 2010). The academic discourse on crises and disasters in the tourism sector is 

often reactive in its approach. Hall (2010) reviewed the literature concerning economic 

and financial tourism crises between 1977-2010 and found surges in the literature 

following events like oil shortages and the 2001 attack on the World Trade Center in 

New York. Combating the response centric focus, some authors have worked to develop 

frameworks that describe pre-disaster emergency response planning and post-disaster 

activities. 

 Frameworks, models, and planning techniques have been explored and developed 

for the tourism industry, and to a lesser extent hotels (Becken et al., 2013; Faulkner, 

2001; Hystad & Keller, 2008; Malhotra & Venkatesh, 2009; B. N. McCool, 2012; 

Paraskevas, 2013; Prideaux, 2004; Ritchie, 2004; Sydnor-Bousso et al., 2011; Wang & 

Ritchie, 2010). The tourism industry is encouraged through the growing literature to 

take action to improve its ability to survive and even thrive in the aftermath of a disaster. 

In practice, however, a response focused attitude towards disasters seems to continue to 

be prevalent in the tourism sector. 

  The recent Hotel Resilient programme provides guidance to strengthen disaster 

resilience for the hotel sector through design and promotion of a certification 

programme (UNISDR, GIDRM & PATA, 2014). The certification is focused on larger 

properties, with a more guidance-oriented approach for smaller hotels. The programme, 

sponsored by the UNISDR, GIDRM, and PATA aims to build resilience to disaster 

though encouraging disaster risk reduction strategies in three categories, with 18 sub-

categories (Khazai, 2016). These categories include building location, design and 

structural elements, systems designed to warn and minimise risk, (e.g. fire protection 
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and evacuation systems), and management risk reduction planning components, which 

include training, drills, communications planning, and continuity planning.  

 The Hotel Resilient programme is currently piloting in Indonesia, the Maldives, 

Myanmar, the Philippines, and Thailand (UNISDR, 2015). A scoping study, of 

interviews with 17 hotel and tourism professionals, explains that a hotel’s disaster risk 

and resilience is not currently a priority for guests; however, guests’ general interest in 

safety is increasing. The existing barriers to the programme were consistent with the 

literature; interviewees identified cost, time, and capacity as potential obstacles to 

engaging in a certification programme (UNISDR, PATA, GIDRM, 2015).  

 The programme offers a great step forward for hotels; however, focus is on 

disaster risk reduction strategies (e.g. infrastructure, warning, and risk reduction 

planning). While disaster risk reduction is a component of disaster resilience, this 

initiative does not seek to address other possible components of organisational 

resilience. These include organisational structure and flexibility (Dahles & Susilowati, 

2015; Wang & Ritchie, 2010), adaptive capacity (A. V. Lee et al., 2013; Wang & 

Ritchie, 2010), and less tangible resources such as social capital (Kwok et al., 2016). 

Qualities such as sense of community and self-efficacy improve resiliency (Finnis, 

Johnston, Becker, Ronan, & Paton, 2007; Kwok et al., 2016), and may be more 

influenced by organisational culture than disaster risk reduction strategies. 

Unfortunately, the Hotel Resilient programme does not delve into these subjects. 

 Building preparedness and resilience to disasters in the tourism sector lacks 

significant progress (Hystad & Keller, 2008; Malhotra & Venkatesh, 2009). For 

example, in 2006, Hystad and Keller (2008) did a follow-up study, three years after a 

major forest fire affected tourism businesses near Kelowna, British Columbia, Canada. 

In the original study, 104 tourism businesses were surveyed regarding their 
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preparedness for disaster. The original 2003 study concluded the businesses were not 

prepared for a forest fire, although an occurrence of an event like this fire was highly 

probable (Hystad & Keller, 2006). The 2006 follow-up study identified 38% (up from 

the previous study showing 26%) of those businesses in their study had a disaster 

management plan. Further analysis of the data revealed that the majority of those 

businesses had only informal planning. The study’s conclusion was that tourism 

businesses lack the will to improve and develop their own contingency planning (Hystad 

& Keller, 2008, p. 157).  

Hotel staff, along with the organisations, are unprepared to face disasters that may 

affect hotels. Staff members were found to be lacking information on disaster practices 

and hotels failed to carefully assess their risks (Wang & Ritchie, 2010). Mahon et al. 

(2013) suggest tourism employees may not have confidence that their employer’s plans 

are sufficient to be effective in the face of disaster. The inclusion of stakeholders, 

including staff, in disaster management activities is important for the success of 

preparedness planning and emergency response.  

Disaster planning undertaken by accommodation managers in Australia was 

reported to be at 74.9% in a study by Ritchie, Bentley, Koruth, and Wang (2011). 

However, the authors recognise the study, while a positive trend in increased disaster 

planning, relied on self-reporting by accommodation managers and did not detail the 

extent to which the planning had been done. The reactive, rather than proactive, 

management of disasters and that plans were not necessarily embedded in their 

organisation was a point that Orchiston’s 2013 research highlighted.  

 Hotels in New Orleans, post-Hurricane Gustav, were closed for up to 7 days, 

with the median being 3 days (Lamanna et al., 2012). Full service, food and 

housekeeping, was not restored for 6-12 days following the hurricane (only 6% reported 
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loss of power as reason for delay). Lack of staff to run the operation was found to be the 

primary cause. Lamanna et al. (2012) examined New Orleans hotels’ response to 

Hurricane Gustav in 2008. The study showed that while 80% indicated they had a 

written plan for hurricane evacuation, only 54% involved their staff in the process and 

58% had procedures for training staff. A total of 46% provided an annual exercise with 

staff participation. New Orleans hotels have capitalised on lessons learned from 

previous hurricanes, yet they still have much room for growth and improved resilience. 

Based on these reviews it is clear that tourist organisations, including hotels, are not 

proactively assessing, and planning, to minimise their risk to disaster. 

3.1 Increased Disaster Risk Existing in the Hotel Sector 

 Communities must consider carefully the role they play in creating some of the 

billion dollar losses attributed to disasters (Mileti, 1999). This idea, viewed through a 

tourism lens, serves to illustrate that hotels may play a role in creating their risk. High-

risk locations and attraction of guests unfamiliar with the area combined with inattention 

to staff training and preparedness planning can be an expansive and lethal combination. 

The accommodation sector is vulnerable to disaster based on its 24/7 model and 

sensitivity to external factors (Ritchie et al., 2011). Hotels are often located in high-risk 

locations based on guest preference to vacation in coastal or alpine environments 

(Méheux & Parker, 2006; Orchiston, 2012; Ritchie, 2009).  

As an industry, the tourism sector has been found to avoid openly discussing 

hazards of any sort (Cohen, 2009). The marketing literature of hotels is designed to 

entice guests, thus chooses to minimise any risk potential while highlighting local 

activities and positive features. Tourists can be particularly vulnerable in a disaster due 

to their lack of familiarity with the region, customs, hazards, and local language 

(Johnston et al., 2007; Lamanna et al., 2012; Mantyniemi, 2012; Méheux & Parker, 
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2006; North-Eastern Atlantic and Mediterranean Tsunami Information Centre 

(NEAMTIC), 2012). This lack of familiarity and knowledge can inhibit their ability to 

take protective actions. It has been argued that lack of community and business 

preparedness, and official tsunami warnings exacerbated the effects of the 2004 Indian 

Ocean Tsunami (Malhotra & Venkatesh, 2009). Guests and locals alike simply did not 

recognise the immediate danger (as the water receded unexpectedly) and the critical 

need to head to higher ground. 

Beyond commercial enterprise, caring for communities, environments, or 

assistance in social development is an organisation’s responsibility, often termed 

corporate social responsibility (Henderson, 2007; S. Lee & Park, 2009). In addition to 

the above responsibilities, Henderson expands on this concept, stating that visitors to an 

area need to be supported and familiarised in their new environment. Hotels have a 

corporate social responsibility to have plans to care for, and keep safe, their staff and 

guests (Henderson, 2007).  

A study of hotels in Thailand, following the 2004 Boxing Day tsunami, looks 

further into corporate social responsibility. Common traits of socially responsible 

organisations include, “…investment and involvement in social welfare… compliance 

with official regulations and a willingness to exceed these…education and engagement 

of customers and staff about social and environmental issues of concern (Henderson, 

2007, p. 232). The hotel sector’s responsibility must include placing high value on 

ensuring the safety of their staff and guests, while also improving their organisation’s 

ability to come through disastrous events and continue to be operational and profitable 

(Henderson, 2007).  

Hotels have a responsibility to understand their risk and vulnerabilities- and create 

strategies to prevent or mitigate events stemming from predictable disasters (Mahon et 
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al., 2013). The expansion of the tourism industry gives rise to the need for disaster 

preparedness and investigation of ways to return to operative capacity (UNEP & CAST, 

2008). Disaster resilience building can decrease effects of events, improve life safety, 

and get hotels back to operational status. 

3.2 Building Disaster Resilience in the Hotel Sector 

The hotel sector’s around the clock, 365 days a year model elevates the importance 

of disaster resiliency. Guests will always be present, as will staff. Disaster resiliency for 

hotels may translate into lives saved, as well as business reputation. However, the idea 

that disaster preparedness plans, disaster risk reduction activities, and disaster resilience 

building are separate activities from commercial concerns is reflected in the literature. 

An example of this disconnect may include managing a profitable hotel business; yet, 

managers do not prioritise planning for continued operations following a disaster. 

Competition for support and funds can be difficult as preparedness planning and 

resilience building are hard to quantify in regards to return on time and investment (A. 

V. Lee et al., 2013; McManus et al., 2008). Furthermore, tourism operators may not be 

making headway due to the already voluminous workload, leaving little time to pursue 

new planning avenues (Orchiston, 2013).   

Promoting benefits to building disaster resilience that also work towards improved 

profitability and functionality may improve the buy-in from management. One study of 

hotel stock prices indicated socially responsible actions can improve a hotel company’s 

short and long-term profitability (S. Lee & Park, 2009). Illuminating the value of 

building resilience- for both day to day operations and in times of disaster may also 

promote a greater understanding of what a resilient organisation truly looks like 

(McManus et al., 2008). “…elements of resilience and competitive excellence share 

many of the same features…”, for example, organisations with these characteristics 
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constantly scan for and interpret changes or risks in the environment and develop 

adaptations as needed (A. V. Lee et al., 2013, p. 31). Disaster resilience building may 

be a tandem feature of competitive business practice.  

The academic literature on resilient organisations suggests that business 

continuity plans are essential and should provide a range of functions: 1) management 

and information systems to continue as needed for core business functions; 2) 

management’s ability to transition from routine to crisis mode; and 3) preparedness 

plans that are designed to ensure operating capacity and capability even under extreme 

conditions created by a disaster (Paton & Hill, 2006, p. 251). Business continuity 

planning is focused on establishing a strategic plan to re-establish key business 

operations to ensure business survival (Moore & Lakha, 2006). Business continuity 

planning may include such things as audits of facilities, identifying key persons, 

developing prevention strategies, and acquiring insurance to cover potential losses 

(Moore & Lakha, 2006). In addition, preparedness planning for organisations must 

include how to operate in unusual conditions, such as lack of water or power. Resilient 

enterprises analyse disruptions to find positive actions that will carry the business 

forward.  

The ability to plan for and manage disastrous situations ought to be integral to 

management training for tourism professionals (Wang & Ritchie, 2010). Disaster 

planning may be integrated into a business’s strategic management and planning as the 

two concepts share the objective of long-term survival of an organisation (Wang & 

Ritchie, 2010). Strategic plans allow for quicker reaction. Lack of planning can result in 

slow decision-making and slow action plan formulation following an incident. Delays 

can exacerbate the impact. At the same time planning can be challenged by the chaotic 

nature of an unfolding disaster (Ritchie, 2004).  
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There is an overlap between business continuity planning, strategic management, 

and resilience building. However, building resilience also considers flexibility, social 

capital, and innovation in ways that business continuity planning and strategic 

management may not. Clearly if managers are building disaster resilience into their 

continuity and/or strategic planning, an opportunity to shift the paradigm towards 

improved disaster resilience exists. Tourism’s essential and integral ties to the 

community require a level of responsibility to maintain operative capacity (Henderson 

(2007). The ability for a business within a community to continue to operate during a 

disaster is foundational to the overarching recovery of the wider community (McManus 

et al., 2008).  

4. Conclusion 

A synthesis of the literature points to the importance of prioritising disaster 

resilience building for the hotel sector. As the numbers of tourists affected by disasters 

grows, the importance of providing actionable information to limit the severity of these 

events on communities, including hotels, also escalates in pace. The literature discussion 

above scrutinises how disaster and resilience are framed for the tourism sector, and how 

these concepts apply to the hotel sector.  

Resilience to disasters for the hotel sector is a dynamic condition describing the 

capacity of the organisation, together with its stakeholders, to assess, innovate, adapt, 

and overcome possible disruptions triggered by disaster. Integrated into building 

disaster resilience for hotels is disaster risk reduction activities (including structural and 

non-structural analysis that looks at operational and service factors from an all-hazards 

perspective), and preparedness. Sustainability of hotel policies and actions need 

scrutiny. 
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Improving resilience requires building adaptive capacity, creating flexible 

organisations and fostering an organisational culture that promotes self-efficacy and 

innovation, and questions the status quo. To promote building resilience, all 

stakeholders at every level of the process must be involved. An interactive exchange of 

ideas promotes growth of social capital and builds resilience. Clarified framing and 

simple tools can promote a hotel’s ability to understand, measure, and build resilience, 

moving more hotels towards embracing disaster resilience as an objective of value- 

worth the time, effort, and resources required.  
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Supplemental Literature Review 

A literature review written for publication has some constraints with regard to 

depth of topics balanced with the length of the article. The following supplemental 

literature review adds to the literature review found in Brown et al. (2017). This section 

will discuss components of the Sendai Framework for Disaster Risk Reduction 2015-

2030 (SFDRR), and Sustainable Development Goals (SDGs), and their relevance to the 

thesis. Also included is a discussion of theoretical perspectives which have added to my 

understanding of the topic.  

This section concludes with a discussion of types of disasters. While general all-

hazards language is sufficient for publication in a journal, this thesis requires a detailed 

perspective of disaster. 

The publication of literature is ongoing and many new articles and texts in this 

subject area have emerged since 2017. The subsequent articles in Chapters Four, Five, 

and Six have incorporated these more recently published articles where appropriate so 

the thesis, as a whole, has a comprehensive literature overview. 

International Implications 

International organisations tasked with building consensus and implementing 

action plans important to worldwide interests have considered the question of disaster 

resilience building in a number of different forums. The attendees at conferences have 

agreed that it is in the world’s best interest to work together to create solutions to some 

of the common issues facing humanity as is evidenced by the SFDRR and SDGs. Many 

of these issues including disaster impacts affect the tourism sector. Building disaster 

resilience for hotels contributes to a number of the objectives within these global 

platforms. 



48 

 

The collaborative effectiveness of gathering experts to solve worldwide problems 

has been transformative in some instances. For example, in 1974, scientists first 

identified chlorofluorocarbons as a destructed force working towards depletion of the 

earth’s ozone layer (Velders, Andersen, Daniel, Fahey, & McFarland, 2007). In 1987, 

scientists convened in Montreal and adopted the Montreal Protocol on Substances that 

Deplete the Ozone Layer and provided recommendations to phase out production and 

use of chlorofluorocarbons (Velders et al., 2007). Through a series of recommendations, 

chlorofluorocarbons have been slowly phased out over the last 30 years (Solomon, Ivy, 

Kinnison, Mills, Neely, & Schmidt, 2016; Velders et al., 2007). This example of an 

effective worldwide collaboration, designed to take action, has been so successful that 

today the ozone layer has begun to heal (Parker, 2015; Solomon et al., 2016). As an 

illustration of successful worldwide collaboration, this case also highlights that 

networks and partnerships can work to resolve issues that a single entity could not hope 

to influence. Hotels, as part of the broader tourism sector, and the global community, 

have a role to play in working towards worldwide disaster related objectives.  

The following sections will provide linkage from some important international 

agreements to the thesis topic. Tourism has experienced the importance of both regional 

and international cooperation and collaboration. The 2010 Icelandic volcano eruption 

disrupted a huge sector of the tourism industry due to aviation constraints (Parker, 

2015). Areas like the Caribbean depend on neighbouring countries’ healthy economies 

for leisure travellers. The global financial crisis saw a decrease of 9.3% of travellers 

between 2007-2010 (Moghal & O'Connell, 2018). The increasingly connected world 

stage is important to any study of tourism. The interconnection is the root of 

collaborative discussions in the international arena, seeking to work together to resolve 

issues that affect populations across borders. 
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Disaster resilience building has been included in many discussions concerning 

ways to reduce disaster effects worldwide. The SFDRR and the SDGs provide guidance, 

both directly and indirectly, encouraging disaster resilience building for the hotel sector. 

The following section discusses this guidance. 

Sendai Framework for Disaster Risk Reduction 2015-2030  

 In March 2015 stakeholders gathered in Sendai, Japan to develop a continuing 

framework to the Hyogo Framework for Action 2005-2015: Building the Resilience of 

Nations and Communities to Disaster (HFA) was credited with decreasing effects of 

disaster (United Nations Office for Disaster Risk Reduction (UNISDR), 2015). The 

SFDRR builds on the success of the HFA. The SFDRR seeks to continue to strengthen 

disaster risk reduction efforts worldwide. With the SFDRR, countries renewed their 

commitment to reducing disaster risk and building greater disaster resilience. This 

commitment projects an outcome of a substantial reduction in loss of life, health and 

economic challenges due to disaster (UN, 2015, Annex II, section II ). 

 The SFDRR includes four priorities for action aimed at focusing worldwide 

efforts to achieve the goal of preventing new, and reducing existing, disaster risk 

globally: 

Priority 1: Understanding disaster risk 

Priority 2: Strengthening disaster risk governance to manage disaster risk 

Priority 3: Investing in disaster risk reduction for resilience 

Priority 4: Enhancing disaster preparedness for effective response and to “Build 

Back Better” in recovery, rehabilitation and reconstruction (UN, 2015, 

Annex II section IV para. 20) 
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The SFDRR emphasises the importance of collaborative and cooperative efforts on a 

worldwide scale as is highlighted in the following passage of Priority 3 (Annex II section 

IV para. 29: 

Public and private investment in disaster risk prevention and reduction through 

structural and non-structural measures are essential to enhance the economic, 

social, health and cultural resilience of persons, communities, countries and their 

assets, as well as the environment. These can be drivers of innovation, growth 

and job creation. Such measures are cost-effective and instrumental to save lives, 

prevent and reduce losses and ensure effective recovery and rehabilitation” (UN, 

2015, p. 14).  

The SFDRR Priority 3 further recognises the importance of the tourism sector at the 

national and local level by stating that achieving goals will require promotion and 

integration of “…disaster risk management approaches throughout the tourism industry, 

given the often heavy reliance on tourism as a key economic driver” (UN, 2015, Annex 

II section IV para. 30q). 

 Priority 3 discusses the need to invest in disaster risk reduction to build resilience. 

Investment in building resilience includes structural and non-structural investments, 

including disaster risk prevention and mitigation measures. More importantly, the 

document stresses the cost-effectiveness of disaster risk reduction (UN, 2015, Annex II, 

section IV ). Promotion of disaster resilience in the workplace, not only for the safety 

of workers, but also for protecting livelihoods and economies is also called for in 

Priority 3. Tourism is an important contributor to local economies; development of 

disaster management objectives that reduce risk and promote quick recovery when 

disaster strikes support Priority 3. 
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 The SFDRR Priority 1 emphasises understanding disaster risk. Within the 

mandate is the need to foster good practices, training and education on disaster risk 

across all sectors, including the private sector businesses (i.e. hotels) (UN, 2015, Annex 

II section IV). Priority 1 recognises the critical nature of developing and disseminating 

location-based disaster risk information as well as building knowledge of all 

stakeholders through shared experiences, lessons learned, trainings and exercises. This 

Priority highlights the value of many disaster management activities that build disaster 

resilience by improving social connections, networks, and knowledge and skills (Biggs 

et al., 2012; A.V. Lee et al., 2013). When applied in a hotel context developing hazard-

based trainings and exercises, as well as connections within the industry and the 

community, are activities that work towards the SFDRR goals. 

 One of the expected outcomes of the framework is to “Reduce direct disaster 

economic loss in relation to global gross domestic product (GDP) by 2030” (UN, 2015, 

Annex II, section II, para. 18c). Orchiston et al. (2015) write that the 2010-2011 

earthquakes in New Zealand amounted to a USD 156 million loss to the country. With 

tourism contributing 9% of the GDP (UNISDR, 2015a), hotels getting back to business 

with minimal disruption is essential to the economy of many communities. 

The SFDRR discusses the involvement of all relevant stakeholders at all levels 

and spells out the need to engage all parts of society including private business. The 

recognition of the roles of stakeholders as enablers in the process is shown in Priority 3, 

which calls for strengthening business’s disaster resilience through development of 

public/private collaborative efforts, and integration of disaster risk management into 

business models and practice (UN, 2015, Annex II, section IV). Developing a 

framework to describe disaster resilience within the hotel sector will complement this 

priority by further understanding predictors of hotel disaster resilience. 
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The SFDRR guides the nations of the world but includes important lessons for 

individuals, private enterprises and local communities. The development of risk 

reduction strategies is one component of disaster resilience building. The next section 

considers the SDGs and their relationship to disaster resilience within the hotel sector.  

Sustainable Development Goals 

The SDGs are a development agenda which includes 17 interconnected targeted 

areas to focus world efforts on achieving sustainable development (United Nations 

Development Programme (UNDP), 2018b). These goals continue the progress made by 

the Millennium Development Goals from 2000-2015 (UNDP, 2018b). The goals are 

aimed at root causes of inequality and work towards ending  poverty and setting the 

world on a path where all people enjoy peace and prosperity (UNDP, 2018b). In making 

a case for businesses to participate and integrate these goals in their planning, the a 

SDGs guide for businesses writes that organisations working towards SDGs are likely 

to “…improve trust among stakeholders; strengthen their license to operate; reduce 

legal, reputational and other business risks; build resilience to costs and requirements 

imposed by future legislation” (Global Reporting Initiative (GRI), United Nations 

Global Compact (UNGC), & World Business Council for Sustainable Development 

(WBCSD), 2015, p. 9). Furthermore, SDGs seek out collaboration with businesses, 

asking for their assistance and innovation in understanding and resolving problems with 

sustainable development (GRI et al., 2015). Impacts to the hotel sector from disasters 

include economic, sociocultural, and environmental (Tsai et al., 2016). With these ideas 

in mind, the following discussion focuses on how SDGs may interlink with disaster 

resilience within a hotel context. 

The SDGs call for government, business, and civil society worldwide to work 

together to achieve the 17 goals (UN.org, 2016). These goals ask businesses to take 
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action by 1) understanding the goals, 2) defining priorities as they apply to individual 

businesses, 3) setting business goals, 4) embedding those goals into their planning and 

operations, and 5) reporting to their stakeholders and the wider community the progress 

made towards the identified objectives (GRI et al., 2015). 

With regard to the hotel sector, several of the 17 goals are directly related to 

building disaster resilience (Table 2.1). Goal 8, Decent Work and Economic Growth, 

describes the need for sustainable economic growth which includes sustainable 

productive employment (GRI et al., 2015). Tourism is highly sensitive to disruption 

from disaster. For example Hall et al. (2018) writes that following the September 

earthquake in Christchurch, 94% of business experienced closures for extended periods 

of time. Given the potential for disruption from disasters it makes sense for businesses 

to look to resilience building as a method to minimise future disruptions (Hall et al., 

2018). Economic vitality cannot be sustained when businesses are unable to maintain 

operations and employment levels. 

The SDG Goal 9, Industry, Innovation, and Infrastructure, aims at building 

sustainable infrastructure. For hotels, sustainable infrastructure describes a need to look 

at local hazards and consider what risks may be mitigated through adaptation of 

infrastructure, for example retrofitting for earthquake risk. In the Hotel Resilient 

program (discussed in Brown, 2017, Chapter 2) infrastructure components of buildings 

are one of three primary categories for evaluation of hotel resilience (Deutsche 

Gesellschaft fur Internationale Zusammenarbeit (GIZ), 2017).  

Goal 11, Sustainable Cities and Communities, focuses on making communities 

safe, resilient, and sustainable (GRI et al., 2015). In addition to the aforementioned 

infrastructure considerations, hotels are often closely tied to the local environment’s 

ecology and need to ensure their practices and access do not degrade the environment 
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they depend on to attract clients to their properties (United Nations Environment 

Programme (UNEP) & Caribbean Alliance for Sustainable Tourism (CAST), 2008). 

The 2018 closure of Boracay Island in the Philippines is an example of negative impacts 

on a local environment due to the development of tourism (Villamor, 2018). The island’s 

water and sewage facilities were inadequate for the growth of the tourism sector and 

recently the island was closed to tourism by the government until effective clean-up 

could be managed (Villamor, 2018).  

Keeping the environment safe from the effects of increased use by tourism is a 

concept for hotels to consider as part of their overall corporate social responsibility 

agendas. Corporate social responsibility is a related concept to sustainable development, 

as illustrated by the following quote from Henderson (2007): 

The principles of sustainable development have much in common with those of 

corporate social responsibility (CSR) and the terms are sometimes used 

interchangeably. A company pursuing sustainable tourism is, by definition, 

socially responsible while CSR incorporates some of the fundamental tenets of 

sustainability (Henderson, 2007, p. 231). 

Sustainable environmental policies, for example considering tourism impacts on coral 

reefs, are critical for maintaining economic benefits derived from these environmental 

assets. In March 2018, Indonesia announced it would have to close the popular Maya 

Bay to tourists for four months in order to restore the health of the adjacent reef and 

waters (Associated Press, 2018). In the future, the number of tourists allowed each day 

will be cut by half, with a 3-month annual closure (Associated Press, 2018). This 

decision was required as a result of the escalating and unsustainable number of tourists 

visiting each year. Long-term views were required to ensure future economic gains by 

local tourism operators. 
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 Goal 13, Climate Action, addresses a concern for climate change (GRI et al., 

2015) and reiterates the importance of reducing carbon footprints while attending to the 

local natural environment. Tourism locations, often reliant on natural features to attract 

visitors, should consider their footprint and ways they can minimise their environmental 

impact. Additionally, tourism locations need to look at long-term issues that are affected 

by climate shifts and make long range plans for continued business. The impact of 

climate change on glacier-based tourism on New Zealand’s South Island has 

necessitated adaptations and resilience planning by local businesses to maintain access 

for tourists to the retreating glaciers (Orchiston & Espiner, 2017). A resilient business 

community reduces disruptions in operations and maintains livelihoods and economic 

stability.  

The last link to the SDGs for discussion in this section is Goal 17, Partnerships 

for the Goals. This goal speaks to the importance of worldwide collaboration for 

implementation of strategies that will achieve the SDGs (GRI et al., 2015). Multi-

stakeholder partnerships for sustainable development include private/public 

collaborations aimed at expanding knowledge and developing implementation strategies 

that will be effective and sustainable (UNDP, 2018a). Capacity expansion in less-

developed countries is integral to this goal. Many hotel organisations are multi-national 

with facilities in countries at all stages of development. For example, Marriott 

International, Inc. holdings and franchises include 6,500 properties in 127 countries 

(Marriott International Inc., 2018), including developing countries like the Philippines, 

Jamaica, and Vietnam. Organisations like Marriott are well positioned to develop 

organisational strategies and to collaborate locally to enhance disaster resilience in 

tourist destinations located in countries at many stages of development. Building 

organisational resilience to disaster adds to a community’s resilience and enhances the 
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overall resilience of the tourism system (Hall et al., 2018). This idea demonstrates the 

value of the SDGs’ multi-stakeholder approach when considering resilience. 

The inference of international organisations collaborative efforts is that attention 

to disaster resilience building, as it applies to disaster risk reduction and sustainability, 

is a global responsibility that requires stakeholders’ participation. In the discussion 

(Chapter 7) the ideas put forth in the SFDRR and SDGs will be linked to research 

findings and recommendations.  

Table 2.1   

Applying SDGs to the Hotel Sector. Adapted from GRI et al. (2015) 

Sustainable Development 

Goal 

Priorities addressed 

relevant to hotels 

Hotel application 

Goal 8 

Decent Work and Economic 

Growth  

Contribution to stable 

economy and employment 

Building resilience to 

minimise disruption to 

operations 

 

Goal 9 

Industry, Innovation, and 

Infrastructure 

Sustainable infrastructure Risk analysis to understand 

and address infrastructure 

weaknesses 

 

Goal 11 

Sustainable Cities and 

Communities 

Making communities safe, 

resilient, and sustainable 

Consider hotels impact on 

community’s members and 

environment and act 

according to best practices 

 

Goal 13 

Climate Action 

Sustainability in the face of 

climate change 

Effects of climate change 

and need to develop 

adaptations while minimizing 

carbon footprint 

 

Goal 17 

Revitalise global 

collaboration and strengthen 

implementation 

Develop relationships and 

meaningful goals with 

stakeholders  

Connect with local 

organisations inside and 

outside the hotel industry to 

evaluate risks and create 

sustainable solutions 

 

The following section on theoretical perspectives links some important theories to 

the further exploration of disaster resilience. This discussion includes a number of ideas 

that have been influential in creating ways to understand why people behave the way 

they do and how to influence their actions. 
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Theoretical Perspectives 

This section is a discussion of related theories that provide a context for research 

into disaster resilience for the hotel sector. Cognitive Dissonance Theory (CDT), Theory 

of Planned Behaviour (TPB), Protection Motivation Theory (PMT), and Bias will be 

discussed, with a connection to disaster resilience within the hotel sector. A deeper 

understanding of theories that underpin and inform research into disaster resilience will 

enhance the research design as well as offer context for understanding the results and 

findings.  

These theories have been developed to help understand human behaviour. 

However, it is unclear how useful the theories are in predicting outcomes (Wells, 2017). 

For example, CDT may predict dissonance but cannot adequately explain which 

behaviour a person will chose to overcome that dissonance (Wells, 2017). In the TPB 

perceived control and self-efficacy may influence intention but people’s perceptions of 

external factors can be hard to predict and will affect individuals’ ideas of behavioural 

control (Terry & O’Leary, 1995). Critics of TPB write that intention, perceived 

behaviour control, subjective norms, and attitude may play a role in behaviour, but 

validity and usefulness of the TPB are in question (Sniehotta, Presseau & Araújo-

Soares, 2014).  

At the intersection of organisational resilience and disasters Wang and Ritchie 

(2010) studied the TPB and found significant attitude/intention relationships existed. 

Their study demonstrates the value of the TPB as a foundation for developing an 

understanding of the relationships of constructs, and the usefulness in considering the 

TPB while developing models to understand crisis planning in the hotel industry. 

Offering recommendations, an ultimate outcome of this project, requires a deeper 

understanding of why people may, or may not, take actions that improve their 
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organisations resilience. For example, do they understand the risks of their property? If 

so, do their protective actions reflect their risks, or if they don’t understand the risk, how 

can that change? The initial literature review identified these theories in other other’s 

research linked to developing recommendations and ways forward to influence 

identified behaviours (Klein & Eckhaus, 2017; Price-Howard, & Holladay, 2014; Wang 

& Ritchie, 2010; Wang & Ritchie, 2012). This study includes these theories as an 

opportunity to ground recommendations and also considers these theories within the 

literature identified and used in developing the DRFH (Chapter 4).  

Cognitive Dissonance Theory  

One of the often-cited theories in research looking at attitudes and actions in 

relation to disaster is the Cognitive Dissonance Theory (CDT). This theory, first put 

forth in 1957 by Leon Festinger, describes how people react when their expectations 

and observations are not in harmony. Festinger’s hypothesis states: 

1. The existence of dissonance, being psychologically uncomfortable, will 

motivate the person to try to reduce the dissonance and achieve consonance, and  

2. When dissonance is present, in addition to trying to reduce it, the person will 

actively avoid situations and information, which would likely increase the 

dissonance (Festinger, 1957, p. 3).  

Festinger’s theory considers that a person will normalise two ideas that are 

incompatible. During this process, facts, past beliefs, or previous behaviours may be 

discounted or re-interpreted to achieve consonance. In relation to disaster resilience and 

the hotel sector, this concept provides insight into behaviours and actions of hotel 

stakeholders. 

In management research, CDT has been applied in considering modification of 

employee behaviours and job satisfaction (Hinojosa, Gardner, Walker, Cogliser, & 
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Gullifor, 2016). CDT research has utilised a variety of methods and looked at issues 

involving employees, corporate executives, board members, teams, job seekers, and 

ethics (Hinojosa et al., 2016). One study looked at managers in crisis situations (G. Klein 

& Eckhaus, 2017). Based on CDT, managers may adapt their strategies and become less 

confident when faced with unexpected events, or they may project increased confidence 

for no tangible reason to maintain their identification as leaders of the organisation (G. 

Klein & Eckhaus, 2017). Along the same lines, when people relocate to an area with 

hazard risk, those risks may be trivialised to achieve consonance (Burby, 1998). In the 

case of a disaster, over-confidence, trivialising, or denial of dangers could prove to have 

detrimental effects on organisations (e.g. hotels) and communities. 

Theory of Planned Behaviour  

The Theory of Planned Behaviour (TPB), developed by Icek Ajzen in 1985, is a 

relevant theory for this research because many activities that contribute to disaster 

resilience, like disaster preparedness, are planned behaviours (Daellenbach, Parkinson, 

& Krisjanous, 2018). The TPB relates to the intention to perform certain actions based 

on a combination of attitudes towards behaviour, subjective norms, and perceived 

control (Ajzen, 1991). Attitudes towards behaviour describes the value to the individual 

of performing the action, subjective norms consider the social influence on intention, 

and perceived control includes what the person believes they can accomplish (Wang & 

Ritchie, 2010). To predict intentions to act, the intentions must be specific and well 

defined (Ajzen, 1991). Within tourism research, a 2014 study investigated intent to 

return to a particular vacation spot in relation to the TPB (Price-Howard & Holladay, 

2014), and found attitude towards behaviour to be the greatest predictor, but subjective 

norms and perceived control also played a role. Another study expanded the TPB to 

include perceived risk and perceived uncertainty’s effects on attitude towards behaviour 
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and perceived control, as they influence intention to visit Australia (Quintal, Lee, & 

Soutar, 2010). The study found that both perceived risk and uncertainty negatively 

impact people’s intentions but do so in varying degrees based on country of origin 

(Quintal et al., 2010). This research serves to highlight the complexity of the tourism 

industry when considering international factors and influences on specific destinations. 

The TPB has been considered in some disaster research (Daellenbach et al., 2018). 

Careful segmentation of the study group may provide useful information in improving 

the way communications encourage disaster preparedness actions (Daellenbach et al., 

2018). These segments include attitudes such as complete lack of engagement in 

preparedness, some engagement, and those who feel unable to develop preparedness 

(Daellenbach et al., 2018). 

Hotel managers’ positive or negative attitudes towards disaster planning are one 

factor that influences their behaviour (Wang & Ritchie, 2010). Stakeholders in a hotel, 

clients, shareholders, staff, and guests, can also influence managers’ actions, thus 

confirming subjective norms as another influencing factor (Wang & Ritchie, 2010). In 

a hotel context, perceived control relates directly to the availability of resources, which 

confirms the third factor as important to the hotel sector (Wang & Ritchie, 2010). A 

2012 study by Wang & Ritchie (2012), utilised the TPB as a conceptual framework to 

look at influences of behaviour for accommodation manager’s disaster planning. The 

study confirmed the influence factors in the TPB as significant predictors of actions in 

planning for disaster by accommodation managers (Wang & Ritchie, 2012). The study 

also found past disaster experience to be positively correlated with intention to engage 

in disaster preparedness activities.  
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Protection Motivation Theory 

Protection Motivation Theory (PMT) was originally introduced by Rogers in 1975 

and then revised in 1983. The theory proposes that the perceived seriousness of a threat, 

the perceived probability of an occurrence, the ability of actions to remedy the problem, 

and one’s own confidence in undertaking the actions are all contributors to intention to 

protect oneself from a negative event (Maddux & Rogers, 1983). This theory is helpful 

in understanding behaviours when confronted with threats. 

One application of PMT suggests that, when faced with a threat, collecting 

information to enhance decision making is an action that people might take (Schroeder 

& Pennington-Gray, 2014). Today’s multi-channel platforms for information seeking 

provide a wide array of sources for consumers to enhance their stores of knowledge. In 

applying this information to risk perceptions of tourists, if the perceived risk is high, 

studies show that tourists will search large quantities of information to reduce their 

uncertainty during the trip planning phases (Schroeder & Pennington-Gray, 2014). In 

an extension of this idea, Schroeder and Pennington-Gray (2014) looked at the use of 

social media when travelling and found that high perceptions of adverse event potential 

resulted in high intention to use social media to seek information. The data suggests that 

it is importance to provide information to guests (directly or through media outlets) 

regarding possible threats, and in the case of an event providing reliable information to 

guests is critical.  

Considering ways to modify behaviours, Johnston et al. (2005) looked at the 

importance of self-efficacy, also one of the components of TPB. Improving 

preparedness may be achieved through improving people’s belief in their ability to 

counter the effects of disaster (Johnston et al., 2005). Education, policy, training, and 
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strategies that develop feelings of empowerment may all contribute to improving 

disaster preparedness (Johnston et al., 2005).  

The discussed theoretical perspectives serve to create an underpinning knowledge 

of varying influences upon the way people and organisations approach disaster 

resilience building. An overarching objective of this thesis is to develop, not only a 

concept of what disaster resilience is within a hotel context, but also how resilience 

building can be operationalised. The understanding of these theories supports the 

development of these prescriptions. 

Bias 

As people work at making decisions regarding potential disasters, some biases 

influence how risks are perceived. These biases include Myopia, Amnesia, Optimism, 

Inertia, Simplification and Herding (Meyer & Kunreuther, 2017). The following 

provides a brief description of each: 

 Myopia Bias refers to a tendency to focus in the short-term  

 Amnesia Bias refers to forgetting possible lessons learned from previous 

events  

 Optimism Bias considers a tendency to underestimate possible effects of a 

disaster 

 Inertia Bias describes a tendency to maintain the status quo in the face of 

uncertainty 

 Simplification Bias includes people’s tendency to consider only certain 

information in making decisions pertaining to risk 

 Herding Bias describes a tendency to base choices on others’ actions 

(Meyer & Kunreuther, 2017). 



63 

 

 The significance of considering the biases in disaster resilience is that as we 

understand why people take certain actions instead of others, information can be 

designed to encourage different decision-making types. Disaster resilience building 

takes place in the time well before a possible event. If these biases are invoked to 

minimise a person’s perception of their risk, it is possible that adaptive strategies and 

plans to overcome effects of a disaster may be incomplete or non-existent. A 1980 study 

Weinstein asked people to consider outcomes for themselves and other people to a 

variety of events (Weinstein, 1980). The study showed that people discounted the 

possible obstacles in achieving a positive outcome, because they were optimistic that 

they would have factors in their favour. This seminal study also found that the more 

perceived control people had over an event, the less likely they were to be optimistically 

biased (Weinstein, 1980). A 1999 study by Johnston, Bebbington Chin Diew Lai, 

Houghton, and Paton found that increased and accurate threat awareness does not 

necessarily promote increased protective actions or preparedness. One could theorise 

that if people had increased feelings of control over a potential disaster, felt the 

timeframe was within their purview, and understood the likelihood of an event putting 

them at risk within their lifetime, then they may be less likely to invoke an “it won’t 

happen to me” attitude (Meyer & Kunreuther, 2017). When applied to hotels, 

understanding bias is valuable to help understand managers’ motivations to take 

resilience building actions (or not) in advance of a possible disaster. 

Past experience of disasters is a significant factor in people’s perceptions of future 

risks (Harris & Hahn, 2011). In a study looking at statistical parameters of research 

conducted on Optimism Bias, Meyer and Kunreuther (2017) argue that people’s 

estimation of their own potential to experience an event as less likely than the average 

persons does not necessarily indicate their estimation is less than realistic. However, 
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anecdotal information surrounding 2012 Hurricane Sandy showed that people perceived 

the storm as strong and trusted the weather service data regarding impact possibilities, 

but also believed their personal property would escape harm (Meyer & Kunreuther, 

2017). A study of three New Zealand towns found that people’s direct, indirect, and 

vicarious disaster experience influences their information processing and preparedness 

actions, and the more direct an experience of disaster was, the more informed and 

motivated people were to engage in preparedness (Becker, Paton, Johnston, Ronan, and 

McClure, 2017). Providing vicarious experience for people who have not lived through 

disastrous events may help encourage resilience building activities (Becker et al., 2017). 

Considering bias when studying people’s behaviour before, during, and after disasters 

is important in understanding how to influence resilience building activities in hotel 

organisations, and also provides a key to possible predictors of disaster resilience. 

The following section describes the types of disasters that are within the scope of 

consideration within this research. An all-hazards approach is taken to provide a 

framework for hotels with a multi-faceted disaster landscape. As mentioned in the 

literature review by Brown et al. (2017), an important component of understanding 

disaster resilience is an understanding of resilience ‘to what’ (Buckle, 2006; Cutter et 

al., 2008; Martin-Breen & Anderies, 2011). 

Hazards Affecting the Hotel Industry within the Scope of the Study 

Turning now to disasters, the types of events within the scope of this study are 

detailed below. Within each of these hazard categories, a definition and short case study 

is included. Where possible the United Nations (UN) definitions are used. These 

definitions are internationally adopted and provide an opportunity to develop universal 

language wherever possible.  
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Hydrometeorological Hazards 

Are of atmospheric, hydrological or oceanographic origin. Examples are tropical 

cyclones (also known as typhoons and hurricanes); floods, including flash floods; 

drought; heatwaves and cold spells; and coastal storm surges. 

Hydrometeorological conditions may also be a factor in other hazards such as 

landslides, wildland fires, locust plagues, epidemics, and in the transport and 

dispersal of toxic substances and volcanic eruption material (UNISDR, 2016, p. 

19).  

Many areas with significant investment in the tourism sector are also risk-prone 

locations prone to cyclones and storm surge (Sarmiento, Hoberman, Ilcheva… & Duran, 

2015). Building resilience to disaster includes essential considerations like hotel site 

location and design (Khazai, 2016)  

Importance to the hotel sector: Cyclone Pam.  Tourism is susceptible to effects 

from hydrometeorlogical disasters. For example, Cyclone Pam hit Vanuatu in March 

2015 damaging buildings, displacing people and disrupting economic activities, 

affecting more than half the island’s population (United Nations Economic and Social 

Commission for Asia and the Pacific (ESCAP), 2015). Before the cyclone, Vanuatu’s 

tourism industry was made up of two-thirds of visitors arriving for the day by cruise 

ship and the other third arriving by plane and staying in local hotels. Tourism in Vanuatu 

benefited the local communities through economic activities and jobs (Neef & Wasi, 

2017). The cyclone caused damage and losses equivalent to 64% of Vanuatu’s GDP 

(ESCAP, 2015) and total damage to the tourism sector was approximately 5.9 billion 

Vanuatu dollars (USD 52 million). In some cases, hotels that closed continued to employ 

their staff by utilising them in repair and maintenance roles (Neef & Wasi, 2017). In 

other cases, hotels’ occupancy rates were boosted by non-government organisation 
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personnel and other workers arriving to assist in recovery efforts (Neef & Wasi, 2017). 

These different activities helped to contribute to the overall recovery of the area and 

illustrate that resilient hotels create adaptive strategies and thereby also contribute to 

their wider community. 

Geological or Geophysical Hazards  

Originate from internal earth processes. Examples are earthquakes, volcanic 

activity and emissions, and related geophysical processes such as mass 

movements, landslides, rockslides, surface collapses and debris or mudflows. 

Hydrometeorological factors are important contributors to some of these 

processes. Tsunami are difficult to categorise; although undersea earthquakes and 

other geological events trigger them, they essentially become an oceanic process 

that is manifested as a coastal water-related hazard (UNISDR, 2016, p. 19). 

Within this study geologic/geophysical hazards are most often discussed due to the 

recent seismic activity in the study area of New Zealand. Because seismic activity is 

central to this thesis data, an alternate type of hazard is chosen for an example to enhance 

the meaning of the term. 

Importance to the hotel sector: December 2004 tsunami.  On December 26, 

2004 an Mw 9.1 earthquake triggered a tsunami which struck a number of coastlines, 

including Thailand. The tsunami resulted in more than 5395 deaths on the Thailand 

coast, 2280 of those being foreign tourists (Cohen, 2009). Hotels that were open for 

business following the tsunami experienced occupancy as low as 10% in the months 

following (Rittichainuwat, 2016). Some of the occupancy issues were reported to stem 

from inaccurate media reports (Rittichainuwat, 2016). This decline in business shows 

that organisational networks and communications are important to disaster resilience 

(Cutter et al., 2008; A. V. Lee et al., 2013). 
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The 2004 tsunami example also serves to illustrate the vulnerability of hotel guests 

to local hazards. Tourists do not seriously consider risks while vacationing and the 

tourism industry prefers to avoid such as life-threatening dangers (Cohen, 2009). In 

disastrous situations tourists find themselves isolated from their friends and families, 

and become completely dependent on their hotels and staff for emergency support and 

facilities (Cohen, 2009). 

Environmental Hazards 

May include chemical, natural and biological hazards. They can be created by 

environmental degradation or physical or chemical pollution in the air, water and 

soil. However, many of the processes and phenomena that fall into this category 

may be termed drivers of hazard and risk, rather than hazards in themselves (e.g. 

soil degradation, deforestation, loss of biodiversity, salinization and sea-level rise) 

(UNISDR, 2016, p. 19).  

For many hotels, their environment is their biggest asset, attracting guests who seek to 

enjoy sea life, mountainscapes, and panoramic views. Climate change, including sea 

level rise, is problematic for many tourist resorts located in coastal areas (Becken, 

Mahon, Rennie, & Shakeela, 2013).  Resilience planning can be an effective approach 

to dealing with a constantly changing and not wholly predictable environment (Lew, 

2013).   

 Importance to the hotel sector: Franz Josef and Fox Glaciers.  Tourism 

activities contribute to environmental hazards through CO2 emissions, primarily through 

aviation and land transportation (Hall et al., 2018). These activities, while critical to the 

nature of tourism, also contribute to climate change, sea level rise, and the changing 

conditions of many tourist attractions. A current example in New Zealand of these 

changing conditions can be seen at the Franz Josef and Fox Glaciers. These popular 
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tourist sites are becoming increasingly challenged by glacial recession (Orchiston & 

Espiner, 2017). Access to these glaciers could affect tourist numbers in the future. Even 

the most disaster resilient hotel may find challenges well outside their scope of influence 

that will affect their future business. Identification of risks along with development of 

strategies aimed at managing those risks are important to long-term business survival. 

Biological Hazards 

Are of organic origin or conveyed by biological vectors, including pathogenic 

microorganisms, toxins and bioactive substances. Examples are bacteria, viruses 

or parasites, as well as venomous wildlife and insects, poisonous plants and 

mosquitoes carrying disease-causing agents (UNISDR, 2016, p. 19). 

Biological hazards have the potential to affected tourism worldwide including the most 

recent Olympics in Brazil in which Zika virus threatened to affect both athlete and tourist 

arrivals (Burattini, Coutinho, Lopez, Ximenes, Quam, M., … and Massad, 2016). 

Regions are connected through air travel hubs serving thousands of tourists each day. 

As the world becomes increasingly interconnected this hazard has potential to disrupt 

tourism activity in many regions simultaneously.  

Importance to the hotel sector: SARS epidemic.  The 2003 SARS epidemic was 

traced back to one guest who stayed in a Hong Kong hotel and began the transmission 

of the disease. Over a period of 2½ months, 1,722 SARS cases were reported in Hong 

Kong (Lo, Cheung, & Law, 2007). The World Health Organisation issued travel 

advisory recommendations suggesting any non-essential travel be postponed. In 

addition to the loss of 258 lives and economic consequences, hotels in Hong Kong saw 

occupancy fall from a projected 85% to 20% (Lo et al., 2007). Hotels found themselves 

trying to balance economic survival with employing staff during the months of 

decreases in tourism. Hotels found additional income streams and ways to keep staff 
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employed, such as offering cleaning services to corporate clients and renting out unused 

rooms as office space (Lo et al., 2007). Their ability to adapt (A. V. Lee et al., 2013) 

demonstrates the heart of disaster resilience. 

Technological Hazards 

Originate from technological or industrial conditions, dangerous procedures, 

infrastructure failures or specific human activities. Examples include industrial 

pollution, nuclear radiation, toxic wastes, dam failures, transport accidents, 

factory explosions, fires and chemical spills. Technological hazards also may arise 

directly because of the impacts of a natural hazard event (UNISDR, 2016, p. 19).  

Technological hazard risk requires investigation by hotels, to understand what possible 

hazards are capable of affecting their location. The importance of understand local 

hazards is highlighted here, hotels could be located near technological hazards but 

unaware of their potential risk. Hazards in this category pose a risk to the tourism 

activities and also cause concern for the health of guests and staff from external sources. 

Importance to the hotel sector: BP Oil Spill.  In 2010 the Deepwater Horizon 

offshore drilling rig experienced an explosion that resulted in 11 deaths, 17 injuries and 

200 million gallons of oil spilled into the Gulf of Mexico (Price-Howard & Holladay, 

2014). While hotel demand in the six months following the spill actually improved in 

some areas (North-east Florida, Disney/Central, and Texas/Louisiana) other regions, 

where probable shoreline deposits were expected, experienced a softening of hotel 

demand (Ritchie, Crotts, Zehrer, & Volsky, 2013). Revenue for the same time period 

show increases for hotels in some of the affected areas. This data suggests the influx of 

workers may have alleviated the impact for hotels in some areas (Ritchie et al., 2013). 

Vacation rentals at the time did not fare as well, suggesting tourism was down in the 

area. Impacts to the tourism related business were much deeper (Ritchie et al., 2013). 
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The example of the BP Oil Spill underscores the value of disaster resilience for hotels 

who were able to adapt to new type of clientele (relief workers), maintaining occupancy 

and the jobs in their communities during the spill. 

Terrorism 

Terrorism and conflicts can often have disastrous ramifications. One factor that 

sets these apart from other incidents is the introduction of intention (Rodriguez et al., 

2007), where at least one party is intentionally trying to harm another. Studies of terrorist 

attacks on hotels in many parts of the world have revealed the importance of specialised 

anticipatory preparedness, intelligence capacity, and facility security considerations that 

are terrorism specific requirements (AlBattat & Mat Som, 2013; Paraskevas, 2013; 

Wernick & Von Glinow, 2012). The number and nature of terrorist attacks in recent 

years necessitate the inclusion of terrorism in any discussion of disaster resilience for 

the hotel industry. However, complexities and political nature of these potential 

disasters make inclusion within this study feasible only in the most general sense. This 

research takes an all-hazards approach to disaster resilience building but also recognises 

the need to consider terrorism separately in terms of prevention and mitigation strategies 

that serve the single function of working to prevent terrorist attacks. 

Natural Disaster versus Human-Made Disaster 

Language is important. The words we choose can provide hidden meanings and 

even motivate our action, or inaction. This thesis has defined the term disaster based on 

important reference to underlying disruption in the society as a result of an event. This 

leads to an important distinction- there are no natural disasters. Cannon (1994) writes 

that natural hazards do exist, but disasters are never natural. Potentially disastrous events 

affect different segments of society differently based on a variety of variables. “…the 
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workings of social systems have made a disaster out of a situation which otherwise 

might not have been so serious” (Cannon, 1994, p.16).  

While a hazard may have its roots in nature, to be a disaster it must affect people 

Cannon, 1994). In agreement, Mileti (1999) writes that disasters are the result of the 

interface of the human and natural environment, and while humans cannot always 

control natural hazards, the effects of disaster can be influenced by human actions. 

Ritchie (2004) writes that the interface of the human/natural environment is complex 

and it is becoming difficult to distinguish the development of a disaster and the 

corresponding human actions or inactions.  

The distinction between natural hazards versus natural disasters is important 

when considering motivations for protective actions. As discussed in the Theoretical 

Perspectives section, motivations to seek solutions to potential hazards can be associated 

with perceived control and the ability to take actions that will make a difference. The 

term ‘natural disasters’ could lead to perceptions that little can be done to affect 

outcomes. A better understanding of disasters by organisations’ leaders can help them 

develop disaster management strategies that can limit the impacts of events on 

organisations (Ritchie, 2004). This research develops predictors of resilience and 

recommends ways to improve a hotel’s resilience to disaster in an effort to improve 

outcomes post-disaster, highlighting that there are actions that can be taken to affect the 

impact from disasters. 
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Chapter Summary 

The above discussions provide a literature review of topics important to this thesis.  

These include the terminology surrounding disasters, information of disaster resilience 

and the importance to the hotel sector, international institutional initiatives relating to 

this thesis, theoretical perspectives, and a platform for defining the types of disaster 

considered in developing a framework for building disaster resilience within the hotel 

sector. Chapter Three discusses methodology and methods for the research.  
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Chapter Three: Philosophy, Methodology, and Methods 

“Ontology is the starting point of all research, after which one’s 

epistemological and methodological positions logically follow” (Grix, 

2002, p. 177). 

 

Chapter Three introduces research philosophy, methodology, as well as this 

study’s methods used to answer the research question. The preliminary discussion of 

ontology, epistemology, and ultimately pragmatism is valuable as it influences not only 

the research topic choice, but the methods which are utilised to respond to and answer 

the research question. Understanding a researcher’s philosophy (ontology, epistemology 

or a combined worldview) allows for insights into methodology (Gray, 2014b). The 

discussion of methods details steps taken in the research. 

Conceptual Frameworks 

Ontological and epistemological ideologies are foundational ways in which a 

person looks at the world around them and interprets meanings; methodology is built on 

those beliefs (Tuli, 2010). Research is influenced by these concepts; therefore, it is 

important to understand a researcher’s belief system. Both the researcher and the 

consumer of the research outputs gain insight into the questions, data, and conclusions 

of the research through a deeper understanding of these beliefs (Gray, 2014b). 

Ontology 

Ontology is a description of one’s beliefs in how reality is constructed; the study 

of what is the nature of the world (Grix, 2002). Assumptions in ontology describe how 

the researcher believes the world works (Scotland, 2012). Two opposing ontological 

views are realism and constructivism. 

Realism, related to objectivism (Gray, 2014b), is the ontological belief that 

knowledge is independent of inquiry (Grix, 2002; Scotland, 2012). Reality (what is) is 

not influenced by our interaction with it, but instead is constant and unchanging 
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(Scotland, 2012). This belief is often associated with a positivist and post-positivist 

epistemology, and research designs are often quantitative. 

Constructivism, related to subjectivism (Gray, 2014b) and relativism (Scotland, 

2012), views a constantly changing world where the truth (what is) is being influenced 

by (and subject to change by) the dynamics of the social world’s interactions (Grix, 

2002). In this perspective, truth and meaning are a result of experience and interaction, 

where “meaning is constructed not discovered, so subjects construct their own meaning 

in different ways, even in relation to the same phenomenon.” (Gray, 2014b, p. 20). This 

ontological view is most often associated with interpretivist epistemology and research 

designs that are qualitative. 

A third choice, the pragmatist worldview, provides an additional point of view 

(Johnson & Onwhegbuzie, 2016). This worldview considers “the nature of reality 

(ontology), how we gain knowledge (epistemology)… the process of research 

(methodology)” and how these variables combine, with values and language, to affect 

research (Creswell & Plano Clark, 2011, p. 41). Pragmatism, a relatively old philosophy, 

has gained traction in the last few decades (Gray, 2014b). From a pragmatic stance both 

the constructivist and the realist point of view offer important and equal claims 

concerning the state of ‘what is’. The two discussions are “two sides of the same coin” 

(Morgan, 2014, p. 1048). Pragmatism provides a middle ground, bridging the void 

between realism and constructivism. 

The worldview brought to this research is a pragmatic one. Pragmatism provides 

a departure from the classic philosophical argument of the nature of being (Morgan, 

2014). In agreement with Johnson and Onwhegbuzie (2016), the notion of either/or is 

rejected. Knowledge is an active process with a continual feedback loop between belief 

and action (Morgan, 2014). The pragmatic philosophy recognises both the physical 
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world and social world and the importance each has in constructing meaning (Johnson 

& Onwhegbuzie, 2016). 

Some opponents of pragmatism consider it may produce incremental, as opposed 

to “fundamental, structural, or revolutionary change in society” (Johnson & 

Onwhegbuzie, 2016, p. 18). However, pragmatic views produce value-oriented 

problem-centred research with a pluralistic view (Creswell & Plano Clark, 2011). A 

discussion of epistemology allows for further understanding of these different views and 

research methodologies. 

Epistemology 

If ontology is about what we may know, then epistemology is about how we come 

to know what we know (Grix, 2002, p. 177). Epistemology is how we create, acquire, 

and communicate knowledge (Scotland, 2012), and “…poses the following questions: 

What is the relationship between the knower and what is known? How do we know what 

we know? What counts as knowledge?” (Tuli, 2010, p. 99). A researcher’s 

epistemological stance, and the methodology and methods they select, are interrelated 

(Gray, 2014b). Broad categories of epistemological beliefs include positivist, post-

positivist, and interpretivist (Grix, 2002). 

A positivist considers that knowledge exists independently of social structures and 

influences; a researcher can uncover the truth (Grix, 2002). Scientific inquiry through 

observation and comparison of set variables provides hard evidence of facts as an 

outcome of careful planning (Gray, 2014b). Facts can “exist apart from personal ideas 

or thoughts; they are governed by laws of cause and effect…” (Tuli, 2010, p. 100). One 

flaw with positivism is that much of science is based on unobservable, theorised truths. 

For example, “Black holes and subatomic particles…have been reasoned from only the 
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most indirect of evidence” (Gray, 2014b, p. 21). This positivism flaw paved the way to 

the post-positivist ideology. 

Post-positivists believe knowledge exists independently, but observation is not 

always possible (Gray, 2014b). Knowledge is tentative, hypotheses are not proven 

incorrect, hypotheses are rejected and the testing of theories is ongoing (Creswell & 

Plano Clark, 2011). Through qualitative observation and measurement, knowledge can 

be refined and possible truths deducted. As with positivist views, the researcher is not 

an important variable in the research. 

Interpretive epistemology describes meaning as a process of phenomena and 

social interaction (Gray, 2014b). The interpretive epistemology is closely related to the 

constructivism ontology. Human interaction makes meaning and interprets what is 

known. Because people give meaning to knowledge, research considers human points 

of view, including the researcher’s effect in interpreting what the human reactions are 

to the line of query (Scotland, 2012). A qualitative methodology provides a deeper 

understanding of how humans interpret and understand their interactions with 

phenomena. With the number of variables (individual interpretations are added to the 

mix of data), large generalisations are not possible in an interpretive philosophy. 

A pragmatic worldview considers positivist, post-positivist, and interpretive 

merits and seeks to fit together their insights into workable solutions to problems 

(Johnson & Onwhegbuzie, 2016). “Pragmatism acts as a new paradigm to replace an 

older way of thinking about the differences between approaches to research by treating 

those differences as social contexts for inquiry as a form of social action, rather than as 

abstract philosophical systems” (Morgan, 2014, p. 1049). Knowledge is both based in 

reality and gains meaning through interpretations (Johnson & Onwhegbuzie, 2016). 

Both views are equally regarded in a pragmatic worldview. Pragmatism offers a solution 
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for resolving traditional philosophical debate and guides research methodological 

choices based on research questions and objectives (Johnson & Onwhegbuzie, 2016). A 

pragmatic worldview can be both a researcher’s ontology and an epistemology. 

Methodology 

Research methodology identifies logic, potential, and limits of research methods 

(Grix, 2002). Methodology strategizes what plan will best achieve the goals of the 

research (Scotland, 2012). A research methodology falls into three broad categories: 

qualitative, quantitative, and mixed method. A realistic view with a post-positivist 

epistemology seeks to answer questions in quantifiable terms (Gray, 2014b). 

Conversely, a constructivist view with an interpretivist epistemology explores the 

relationship between humans and phenomena suited to a qualitative methodology. This 

research employs a pragmatic worldview. A pragmatic worldview provides a platform 

for mixed methods research, combining both qualitative and quantitative research to 

understand the natural world and the interactions of people to that world (Johnson & 

Onwhegbuzie, 2016). 

Quantitative Research 

A quantitative study utilises numerical data analysis (Molina-Azorín & Font, 

2015). Hypothesis testing, measurement, quantified findings, and generalisability of 

findings are hallmarks of quantitative research (Phillimore & Goodson, 2004). 

“Quantitative methodology is concerned with attempts to quantify social phenomena 

and collect and analyse numerical data, and focus on the links among a smaller number 

of attributes across many cases” (Tuli, 2010, p. 106). Yet, quantitative methodology 

does not consider context, researcher bias, or subject’s voice in the research (Creswell 

& Plano Clark, 2011). Criticism suggests the lack of the participant’s voice and the use 

of generalisation are weaknesses in this method. 
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Qualitative Research 

Qualitative studies provide rich and deep descriptions of people’s perspectives in 

relation to specific phenomena (Johnson & Onwhegbuzie, 2016). “Qualitative 

methodology…is more concerned with understanding the meaning of social phenomena 

and focus on links among a larger number of attributes across relatively few cases” 

(Tuli, 2010, p. 106). Participants provide their own meanings regarding their 

interactions, and context and setting are important to the data’s interpretation (Johnson 

& Onwhegbuzie, 2016). Some criticisms of qualitative methodology include the 

inability to apply findings to large groups and the researchers’ bias in interpretation 

becomes embedded in the research (Creswell & Plano Clark, 2011). 

Pragmatic Worldview 

A pragmatic worldview provides the foundation for mixed methods research 

(Creswell & Plano Clark, 2011). Mixed methods research draws on the strength of 

qualitative and quantitative research, combining the two to counter each method’s 

weaknesses (Ostlund, Kidd, Wengstrom, & Rowa-Dewar, 2011). With evidence 

obtained through both a qualitative and quantitative methodology, the criticisms of 

quantitative and qualitative methodologies can be countered to some degree, allowing 

for a check and balance of the data through a multiple research methodology (Creswell 

& Plano Clark, 2011). Mixed methods research answers questions that either method 

alone could not. For example, in what ways do qualitative interviews explain 

quantitative data on a subject (Creswell & Plano Clark, 2011)? “…pragmatism insists 

on treating research as a human experience that is based on the beliefs and actions of 

actual researchers” (Morgan, 2014, p. 1051).  

The study design for the investigation of disaster resilience in the hotel sector uses 

a mixed methods approach to address the questions being asked. Some issues related to 
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the resiliency of hotels can be answered through quantifiable data. For example, 

quantifiable data may include the structural robustness of a hotel; the presence of 

emergency preparations in the hotel and/or staff’s homes; classes and training offered 

to hotel staff; procedures present for disaster response; and financial data. Other issues 

require contextual understanding. For example, if classes in preparedness are offered, 

do staff understand, trust, and believe in the methods being taught? What do the staff 

believe their responsibility is in a disaster? Seeking answers to both quantitative and 

qualitative questions requires a mixed methods study. 

Mixed Method Study Design 

The mixed method approach includes a systematic literature review, an 

exploratory quantitative internet-based survey for hotel management and staff, 

secondary data collection, and qualitative semi-structured interviews. The objectives of 

each portion of the research are to answer the research question and sub-questions posed 

below: 

1. How can the hotel sector increase its disaster resiliency, and be better able to protect 

the lives of its guests and staff, and the livelihoods and local economy following a 

disaster?  

1a. How is disaster resilience defined in a hotel sector context? 

1b. What predictors assist in determining disaster resilience for the hotel sector?  

1c. How resilient are hotels in New Zealand to disaster? 

1d. What barriers exist to increasing disaster resilience for hotels in New Zealand?  

When both quantitative and qualitative methods are combined, the results can be 

triangulated to offset the weakness of one method with the strengths of the other method, 

overcoming the weakness of any single method (Molina- Azorín & Font, 2015). In 

Figure 3.1 the triangle points represent the relationship between the theoretical and 
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empirical levels; the sides show the relationship between those points (Ostlund et al., 

2011). 

 

Figure 3.1. Explanatory and sequential mixed methods study design. Illustration 
adapted from Ostlund et al. (2011, p. 379). 

 

The study is an explanatory sequential design (Figure 3.2), where “the intent of 

this design is that the second phase qualitative data helps to explain the first phase 

quantitative results” (Badiee, Wang, & Creswell, 2012, p. 44). After collection and 

analysis of the quantitative data, qualitative interviews with stakeholders will offer rich 

insights into specific issues, build a clearer understanding of the context, and add a 

greater understanding of some of the quantitative results. Additionally, secondary data 

sources will be utilised to provide triangulation of data where qualitative data is not 

collected. 

 

 

 

 

 

Figure 3.2. Study Design. Illustration adapted from Creswell and Plano Clark (2011, 

 p. 69). 

Framework Development 
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Equal weight is given to data sets in investigating the research questions, thus 

creating an equivalent status sequential research design (Molina-Azorín & Font, 2015). 

While the qualitative data will be collected secondarily, the contextualisation of the 

quantitative data is equally important in understanding disaster resilience in the hotel 

sector. Often organisational policies and procedures are designed to improve disaster 

resilience but the engagement, comprehension, and trust (or lack thereof) of the staff 

may play an important role in how those policies and procedures are activated and 

understood in a real-world setting. By following the quantitative survey data collection 

with qualitative interviews the details gathered through conversation with staff can help 

to understand the procedural questions of the survey. The following describes research 

steps and correlates questions to be answered in each step. 

Scoping Study  

An initial scoping study for this research was done to test how receptive and 

participative the hotel sector might be in research. The study was conducted in 

November/December, 2015, as a first step in the research development. The study was 

designed to gauge receptivity and usefulness of disaster resilience research in the 

tourism sector and to help define research objectives that would be of interests to 

potential end users of the research.  

Initial contact with Tourism Industry Aotearoa (TIA) resulted in an opportunity 

to connect with general managers (GMs) from three different hotels in Wellington and 

two hotels in Christchurch. TIA was receptive to the idea of better understanding 

disaster resilience in the New Zealand hotel sector. The contact at TIA provided 

introductions to three hotel GMs, one in Christchurch and to in Wellington. Preliminary 

scoping interviews were conducted with each GM. The proposed research was well 

received, and all participants indicated a willingness to allow staff members to be 
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approached for survey purposes as well as semi-structured interviews. Additionally, all 

GMs indicated they were highly interested in better understanding disaster resiliency for 

hotels and how they could improve their own facility’s disaster resilience. Contact was 

also made with Positively Wellington Tourism (a regional tourism organisation), and 

Resilient Wellington through direct email introduction. Each of the people at these 

organisations indicated they were supportive of the research and highly interested in the 

outcomes. 

Study Area 

Ultimately Wellington and Hawke’s Bay, New Zealand were chosen as study 

areas. Wellington was chosen as a geographically desirable location (the researcher’s 

home base); good access to participants was combined with a midrange number of 

hotels, making personal contact of each potential hotel possible. One study discussed 

difficulty in getting participation of hotels in research (Henderson, 2007). Personal 

contact with each hotel in the sample could help address this possible obstacle. 

Wellington and Hawke’s Bay each had a small enough group of hotels to make 

contacting each hotel a reasonable objective.  

The difference in size of the tourism market offered an opportunity to get contrast 

in participant areas. Table 3.1 shows market share of tourism by region in New Zealand. 

Wellington has the third largest market share of the tourism sector while Hawke’s Bay 

has the smallest share. Wellington, as the capital city, offered a number of types and 

styles of hotels (total number 28). Hawke’s Bay, a smaller community, had 17 hotels 

and Hawke’s Bay Civil Defence indicated they were very interested in developing 

resilience in their growing tourism sector. Hawkes Bay’s willingness to participate aided 

in choosing the second study area. Access to participants was an important consideration 

so Hawke’s Bay Civil Defence’s support of the project was important.  
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Table 3.1 

Regional Tourism Estimates (year end March 2015) 

 

 

 

 
 
 
 
 
 
 
 
 
 

Note: Data from Ministry of Business Innovation & Employment (MBIE) (2016). 

 

The tourism sector in New Zealand has experienced growth over the last 5 years. 

This market expansion has outpaced many of New Zealand’s traditional industries such 

as agriculture in terms of constant growth (Statistics New Zealand, 2016b). The chart 

(Figure 3.3) shows an increase in guest nights by month from 2013 to 2017. 

  

Figure 3.3. New Zealand guest nights - monthly 2013-2017. Data from Statistics New 
Zealand (2017). 

 

RTO ($ millions) International Domestic Total Market 
Share 

Auckland 3,227 3,268 6,496 29% 

Wellington 476 1,690 2,166 10% 

Christchurch 677 1,075 1,752 8% 

Queenstown 1,182 506 1,688 8% 

Waikato 233 998 1,230 5% 

Hawke’s Bay 110 581 691 3% 

All Other Regions 2,366 6,014 8,381 37% 
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Hotels, as opposed to motels, holiday parks, campgrounds, bed and breakfasts, 

Airbnb or any other type of accommodations, are the focus of this research. Both TIA 

and Positively Wellington Tourism utilise the Qualmark New Zealand standards to 

verify facilities categorisation. Qualmark New Zealand defines a hotel as: 

… properties with at least one licensed bar and restaurant, on the premises or 

adjacent, with charge-back facilities. Types of rooms include standards rooms, 

suites, and apartments. All rooms have tea and coffee-making facilities and there 

is on-site management at all times. All provide breakfast whether in a restaurant 

or breakfast room or via room service. Some hotels have conference and 

banqueting facilities (Qualmark, 2013, p. 1). 

The hotel category was selected as a major segment of the accommodation sector 

(Statistics New Zealand, 2017) with substantial influence over tourism in the locations 

being studied. Hotel guest nights were 1,071,000 for 2017 (up 4.2%) compared to the 

next closest accommodation type, motels, at 890,000 guest nights (down 1.4%) for 2017 

(Statistics New Zealand, 2017).  

Each accommodation category has unique features and different exposures to risk, 

types of guests, and staffing requirements. Guests with motorhomes in holiday parks 

have different resources at their disposal than guests in hotels. Holiday parks have 

different resources (physical and staff) than hotels. Guests in hotels rely on the different 

level of service to provide for their needs, for example an on-site restaurant. Hotels may 

offer banquet and convention facilities not found in other accommodation sector types. 

While this research may be adapted to apply to other types of lodging, it is outside the 

scope of this project.  

All hotels in the Greater Wellington area and Hawke’s Bay were included for data 

collection. The Greater Wellington Area includes Wellington City and suburbs, Hutt 
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Valley, Kapiti, Porirua, and Wairarapa and will be referred to simply as Wellington 

throughout the article. Lists of hotels were obtained from TIA and Positively Wellington 

Tourism. These lists were then compared to internet databases (Qualmark New Zealand, 

Orbitz.com, and Hotels.com) to ensure all hotels in these areas were included in the list 

of proposed research subjects for data collection. 

Step 1 Literature Review 

 Research began with a systematic literature review to define the scope of 

research and identify current frameworks and state of disaster resilience in the hotel 

sector. Utilising the systematic approach helps limit the researcher’s bias in the literature 

selection. 

Sub-question(s) addressed: 

1a. How is disaster resilience defined in a hotel sector context? 

1b. What predictors assist in determining disaster resilience for the hotel sector? 

The literature review started with key word searches. In the Massey University 

Library database Discover, key words used were: disaster; and hotel; and resilien*. This 

search returned 33 hits. When further narrowed to exclude non-peer reviewed 13 articles 

were left. 

Expanding the parameters to capture more articles Massey University Library 

database Discover was then queried with key words disaster and hotel (narrowed by 

peer-reviewed and English language). This search produced a 644 hits. Articles were 

first scanned, then abstracts and introductions read to determine applicability. 188 were 

disregarded as not on topic. Duplicates were removed and 331 remained as part of the 

review. 

A targeted Scopus database search to capture any articles not in the previous 

searches utilised key words: disaster and resilien* and hotel. Resilien* was added to 
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target material not previously captured with Discover. This search resulted in five 

articles; one new article was included in the literature review. A further expanded 

Scopus search using key words: disaster and resilien* and tourism or hotel. The search 

resulted in 45 articles with five new articles being added to the database. 

Articles were then read and coded for relevant themes. A further 25 articles were 

excluded as not on topic. Review of these identified articles’ reference lists resulted in 

additional articles being added to the literature review. Interestingly, the article which 

became the foundation for the framework development (Mayunga, 2007) was found 

within the review of reference lists. Eventually 338 articles were utilised in the literature 

review.  

Next the articles were entered into NVivo database and re-coded using previous 

emerged themes and adding additional themes as warranted. Finally, themes were 

reviewed and refined to reflect the content of the body of literature. The article found in 

Chapter Two communicates the main review of the literature. An additional 

supplemental review section in Chapter Two completes the chapter review of the 

literature with subjects that did not fit within the article parameters for publication. This 

review identified the research area of hotels’ disaster resilience as a gap. 

Step 2 Framework Development 

 Identified frameworks developed for more general or parallel purposes were 

extrapolated from the wider body of research articles used in the literature review. This 

was a total of 31 articles. As a researcher with practical experience in hotel emergency 

preparedness, it is important to be conscious of the bias brought to this research based 

on personal experience. Utilising the different scales, predictors, and indicators from a 

variety of authors in developing this framework helps to balance researcher bias. While 
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cognisant of bias it should also be noted that knowledge of the hotel industry provides 

background for industry-specific components of resilience to disaster.  

These articles were placed in chronological order (2001-2016) and fully read 

again to better understand the progression over time of frameworks for disaster 

resilience and related topics. The articles were loaded into NVivo for thematic analysis. 

The emerging themes fell naturally into six categories. Further analysis found these 

categories to be somewhat aligned with a multi-capital framework put forward by 

Mayunga (2007). From the NVivo analysis, tables of characteristics were developed to 

define each of the adopted capitals categories. 

Sub-question(s) addressed: 

1b. What predictors assist in determining disaster resilience for the hotel sector? 

A number of formats for communication of the framework were considered and a 

final format of a modified Venn diagram provided a clear visual representation for 

communicating the framework. The article found in Chapter Four describes the Disaster 

Resilience Framework for Hotels (DRFH) in detail (Brown, Orchiston, Rovins, 

Feldmann-Jensen, and Johnston, 2018).  

Step 3 Exploratory Quantitative Survey  

This step developed and administered a survey which explored and investigated 

the predictors identified in the disaster resiliency framework. The measures from the 

framework development were designed into two surveys, one for GMs and one for staff. 

The staff survey contained 70 multiple choice questions using a 5 point Likert scale 

(strongly agree; strongly disagree). The GM’s survey had 84 questions, 80 multiple 

choice using a 5 point Likert scale, and four that required fill-in data. The additional 14 

questions were management-specific knowledge. An online format was selected as a 

primary distribution option as this choice offers a low cost and wide access for most of 
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the target audience (Dillman, Smyth, & Christian, 2014). Paper surveys were also 

offered to all GMs in each correspondence, but no request for the paper option was 

received.  

Qualtrics was chosen to host the survey as Massey University’s preferred host 

platform. To help decrease time needed to complete the survey, a design of multiple 

questions per page (question blocks) was chosen and the survey platform offered 

adaptability to a mobile format (Dillman et al., 2014). A recent study of web-based 

survey length found the median length of 10 minutes with an overall length of no more 

than 20 minutes to be ideal (Revilla & Ochoa, 2017, pg. 563). The Qualtrics platform 

estimated the length of time to take the questionnaires to be between 15-16 minutes. The 

staff survey took approximately 15 minutes to complete online. The GMs took slightly 

longer due to demographic data questions. An introduction page provided a key 

definition of disaster, explained the objective of the survey, and provided participants 

with all information per Massey University. This survey qualified for low-risk ethics 

based on peer review. 

A survey pilot study was first administered to a small sample for refinement (11 

hotel managers and staff members in Christchurch and the United States). Feedback 

from the pilot study was incorporated into the survey for improved readability and 

understanding. The survey was then administered to the four sample groups: staff of 

hotels in Hawke’s Bay (HB); GMs of hotels in HB; staff of hotels in Wellington (WL); 

GMs of hotels in WL.  

General Managers were contacted via personal phone call, email, and follow-up. 

The survey was open for a total of 6 months. The GMs were provided with a link to 

their survey and a link to the staff survey. The TIA supported the survey by having the 

local chairman of the hotel group also email a request for participation.  
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Survey results were loaded into IBM SPSS® software for analysis of the data. By 

correlating the framework predictors with survey answers from hotel staff and 

management a current state of disaster resilience, based on the DRFH, was established 

for participating hotels.  

Question(s) addressed: 

1c. How resilient are hotels in WL and HB to disaster? 

Wellington. In total GMs representing 15 of 28 identified hotels in WL completed 

100% of the survey with an additional eight completing between 18-87% of the 

questions. Those GMs that completed at least two full sections of the survey totalled 

five so these were also added to the results for those sections (economic capital and 

social capital). This brought the total responses to 20 for the survey of WL GMs. Three 

follow-up phone calls and emails to GMs were done over a period of six months to 

continue to encourage participation of both GMs and staff. Each repeat contact resulted 

in a few more responses. 

The final number of staff participants in WL was 30 completed 100% and one 

completed 12%. Because GMs controlled survey distribution the total number of staff 

who had an opportunity to complete the survey is unknown. A number of general calls 

for participation through social media produced one additional response. Finally during 

interviews (see Chapter Six) participants were asked if they had taken the survey; if they 

had not they were offered an opportunity to complete the survey. These additional 

surveys lend support to the idea that GMs as gatekeepers limited the circulation of 

surveys among staff. The final number of usable responses from the staff survey was 

33. 

Hawke’s Bay. Hawke’s Bay GMs received personal phone calls followed by in-

person visits to properties to launch the survey in this area, a strategy used to increase 
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responses. This strategy resulted in 12 GMs completing the survey 100% and an 

additional 2 GMs completing at least two full sections. One hotel had the GM and the 

owner complete the survey (two surveys from one property) so a total of 13 hotels were 

represented in the data. There were 17 hotels identified in the HB area. While the initial 

GM response was promising, staff participation was still lower than hoped. Again, GMs 

controlled survey distribution and the total number of staff who had an opportunity to 

complete the survey is unknown. From the first solicitation nine completed staff surveys 

were gathered. Follow-up emails and phone calls resulted in only three additional staff 

participants, bringing the total to eleven fully completed and two partially completed 

surveys.  

When queried about the low return rates for staff, GMs cited the lack of interest 

in surveys by the staff. The article regarding this survey (Chapter Five) discusses 

limitations of the study design which required GMs as gatekeepers to the staff. Choosing 

to invite participation from all hotels in the area helps to limit selection bias by the 

researcher, however, the GMs as gatekeepers introduces selection bias to the study that 

must be recognised. The possible GM bias towards who has access to the link was 

unavoidable, yet still must be a consideration in reviewing results. 

Findings from the surveys can be found in Chapter Five. The small sample size 

produced an exploratory picture of disaster resilience for these areas. The small sample 

size of total number of hotels (WL N=28; HB N=17) combined with the unknown 

common or distinct characteristics of non-participants make generalisability difficult. 

While generalisability may not be valid for the sample size, there is positive value for 

data of this type (Gray, 2014a). The exploratory data shows many important trends in 

disaster resilience for those hotels included in the study. 
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Step 4 Qualitative Interviews 

As the next step, semi-structured interviews (qualitative) with selected staff and 

management from the hotels in the quantitative sample (WL and HB) were undertaken 

to improve understanding of the survey data and give it contextual meaning. The 

interviewees were determined based on participation in the survey (Creswell & Plano 

Clark, 2011) and willingness to participate in further research. A cross-section of staff 

at the hotels were interviewed including hourly and salaried staff members. The 

interviews were scheduled for 20 minutes each (actual time ranged from 20-30 minutes) 

and occurred while staff were on shift. This qualitative phase produced 25 interviews 

(HB n=13; WL n=12). An additional five interviews with GMs were also utilised to 

provide additional texture to the findings bringing the total to 30 interviews. While the 

intent was to use a semi-structured format to allow for a flow of information guided by 

each participant, the reality of the short time frame for each interview (20-30 minutes) 

ended up limiting the flow and therefore the data from each interview. The interviews 

ended up being more structured than planned in order to cover important topics with 

each participant. Data was coded thematically using NVivo software. 

Question(s) addressed: 

1c. How resilient are hotels in New Zealand to disaster? 

1d. What barriers exist to increasing disaster resilience for hotels in New Zealand? 

The semi-structured format was selected to provide an opportunity to gather rich 

contextual detail while collecting observational cues (Barriball & While, 1993; Creswell 

& Plano Clark, 2017). An interview guideline of five questions was developed to 

provide a loose structure to the interviews (Appendix C). The interview portion of the 

study required a full ethics approval from Massey University Ethics Committee (See 

Chapter 3, Ethics).  
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Two hotels in HB, and three hotels in WL agreed to participate in the interviews. 

A minimum of five people at each hotel was requested. Staff from different departments 

and with different responsibilities were also part of the request. Interviews were 

completed onsite at each hotel and done consecutively. Hotels in HB provided a total of 

13 staff participants. Interviewees included hourly, salaried, full and part-time and 

seasoned as well as new staff. Staff came from food and beverage, housekeeping, and 

front desk. Hotels in WL provided 13 interviewees, again from a wide variety of staffing 

roles and lengths of employment.  

Once interviews were completed each day, a full transcription of interviews was 

undertaken while the details were fresh in my mind. I also wrote an ‘impressions’ 

synopsis of the overall interview group and observable details to allow for better recall 

when coding. This same method was used following each interview session. The 

‘impressions’ synopsis included observations about the staff, the property, and the group 

as a whole. 

The interview transcriptions and impressions were loaded into NVivo for thematic 

coding once all were completed. Initial codes used were based on DRFH capitals and 

subheadings being investigated. These included economic, social, human, physical, 

natural, and cultural capital and the 18 predictors described in the article in Chapter 4. 

Review and refinement of codes provided an opportunity to understand the predictors 

of resilience and the relationship to the surveys with additional clarity. The value of 

being on-site during interviews enhanced the meaning (for the interviewer) of answers 

given by staff based on a clearer understanding of the physical position of the property 

and proximity to potential hazards, facility size, and service levels. For example, in 

discussing the threat from a tsunami in one hotel the conversation was enhanced by the 
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proximity to the ocean- directly across the street. In other hotels the view was from a 

hilltop, helping to explain a decrease in tsunami concern.  

Once coding was complete results were analysed and reported in Brown, 

Feldmann-Jensen (2019) (Chapter Six). Interview data was complemented with 

secondary data collection in areas that interviews did not cover, for example, economic 

capital. Secondary data was also included in the article to support (or dispute) findings 

of the interviews where appropriate. In order to submit for publication the Chapter Six 

article as a stand-alone piece of research, only data from the interviews and secondary 

data collected for that article were included. As a stand-alone article, no data from the 

Chapter Five survey data was included in the article from Chapter Six, but the combined 

results of the two studies are the subject of discussion in Chapter Seven. 

The value of mixed methods research was shown when analysing the data as a 

whole. Some ideas were well supported by each of the different methods. Others were 

not, but the contextual details help to clarify any conflicting information. These topics 

are all covered in Chapter Seven.  

Ethics 

Massey University’s Ethics Application review was completed. This research 

study has both a low-risk and full ethics component (Appendix A). Important 

considerations for the production of ethical research are to minimise potential harm to 

both participants and researcher and to ensure that social benefits outweigh any potential 

harm the research may cause. These considerations include respect for privacy and 

confidentiality, avoidance of unnecessary deception, avoidance of conflict of interest, 

and social and cultural sensitivity to age, gender, culture, religion, social class of 

participants and justice (Massey University, 2015). For this study confidentiality of 

subjects is the area of most concern. Potential harm to participants and organisations 
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exists if the anonymity of the participant is not protected, particularly with commercially 

sensitive information related to the hotel sector. 

Informed written consent (Appendix B; Appendix C) was requested for both 

quantitative and qualitative research in this study, with that consent stored securely for 

three years and then destroyed. Every effort to remove identifying information has been 

made, and no names or identifiers were used when discussing specific participants. 

Initially low-risk approval was thought to be sufficient for the both parts of the 

study (Low risk notification number 4000016054, Appendix A). However, as the 

interview portion of the research developed, and the post-Kaikōura timing evaluated, a 

full ethics approval was sought and obtained prior to beginning this step of the research, 

interviewing subjects. The decision to expand ethics approval beyond low-risk was 

made because: the interviewer would be asking staff members questions about their 

employers’ processes and protocols; there is potential harm to organisations if their 

details were recognised; and the interviewer would be discussing topics in Wellington 

that may be freshly emotional due to the recent November 2016 earthquakes in 

Kaikōura. The full ethics approval number is SOA 17/28 (Appendix A). 

Chapter Summary 

 Chapter Three has provided details on the research philosophy, methodology, 

and methods. This chapter is the foundation of the research project and provides 

information in detail for those wishing to replicate this study or to design their own 

similar study. From this foundation the project continues forward to answer the research 

questions. The following Chapter Four discusses the development of the DRFH.   
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Chapter Four: Disaster Resilience Framework for the Hotel Sector 

The following manuscript presents a framework describing components and 

predictors of disaster resilience for the hotel sector. The DRFH was developed from the 

literature and is based on development of capital in six areas: economic, social, human, 

physical, and cultural. Each capital group is further broken down by predictors of 

resilience. This article is presented in a pre-production version format and formatting 

complies with journal formatting specifications which vary from the overall thesis 

formatting. The article is recently published and was submitted in January 2018 and 

accepted for publication in July 2018 after minor revisions. The journal chosen is the 

Journal of Hospitality and Tourism Management published by Elsevier. The journal is 

the official journal for the Council for Australasian Tourism and Hospitality Education 

and publishes work on a broad range of tourism topics which includes both theoretical 

and applied research. 
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Investigating Disaster Resilience within the Hotel Sector:  

An Integrative Conceptual Framework 

Brown, N. A., Orchiston, C., Rovins, J. E., Feldmann-Jensen, S., & Johnston, D. 

(2018). An integrative framework for investigating disaster resilience within 

the hotel sector. Journal of Hospitality and Tourism Management, 36, 67-

75. doi:https://doi.org/10.1016/j.jhtm.2018.07.004  

 

Abstract 

Building disaster resilience within the hotel sector may help hotels experience 

decreased effects when disasters occur. This article uses a capital-based approach to 

examining disaster resilience. Factors that have been identified in the literature as 

contributing to disaster resilience combine to create a conceptual framework of 

predictors of disaster resilience tailored to the hotel sector.  

The conceptual framework explores economic, social, human, physical, natural, 

and cultural capital as individual groups of predictors, all providing separate entry points 

to develop disaster resilience for a hotel. Measures for targeted resilience-building 

action are also discussed for each group of predictors. The aim of the framework is a 

flexible and pragmatic pathway for organisations in the hotel industry to begin to 

improve their disaster resilience. Using a full spectrum of predictors across multiple 

disciplines allows for an integrative assessment of a dynamic issue. 
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Capital; Disaster; Framework; Hotel; Resilience; Tourism  
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1. Introduction 

Tourism activity contributes 9.8% of the world’s gross domestic product (World 

Travel and Tourism Council (WTTC), 2017a). One in eleven jobs worldwide comes 

from this sector with projected growth rates of 4% annually moving into the future 

(WTTC, 2017a). Disasters can substantially change this growth trajectory, illustrated by 

Christchurch, New Zealand following the February 2011 earthquake (Potter, Becker, 

Johnston, & Rossiter, 2015). The earthquake sequence resulted in a significant downturn 

in international travellers to Christchurch (Orchiston & Higham, 2014). Additionally, 

two-thirds of hotel inventory was lost. Eighteen months later the post-earthquake hotel 

inventory was still one-third of its pre-disaster levels, and direct losses to Christchurch 

in visitor expenditure had reached NZD 235 million in Christchurch city (Orchiston & 

Higham, 2014).  

Hotels, as an integral part of the tourism system, are vulnerable to the effects of 

disasters. Building disaster resilience within the hotel sector may be facilitated by 

developing an understanding of what constitutes disaster resilience for hotels. Resilience 

building is an ongoing process that requires constant learning, flexibility, adaptation, 

and evaluation. Disaster resilience contributes to a hotel’s ability to withstand and 

recover from disaster, protecting both lives and livelihoods. This article presents a 

conceptual framework that enriches our understanding of disaster resilience from a hotel 

perspective. The integrative framework illustrates components of disaster resilience and 

highlights the important role that hotels play in contributing to community disaster 

resilience as tourism increases its role in the world economy.  

Disaster resilience can aid in recovery (Bruneau et al., 2003), allowing hotels to 

return more quickly to an operational status after a disaster. Resilient systems experience 

reduced consequence, for example, decreased negative economic effects (Bruneau et al., 
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2003). Disaster resilience describes a hotel’s capacity to assess, innovate, adapt, and 

overcome possible disruptions that may be triggered by disaster and thereby decreasing 

the negative consequence of a disaster (Brown et al., 2017).  

 Conditions related to resilience are clearly dynamic (Cutter et al., 2008; Eiser et 

al., 2012). Researchers have looked at ways to explore different characteristics, 

constructs, and capitals, ultimately describing varying elements of disaster resilience in 

communities, organisations, and the tourism industry (Biggs et al., 2012; Cochrane, 

2010; Cutter et al., 2008; Kafle, 2011; Mayunga, 2007; Miles, 2015; Norris et al., 2008; 

Sydnor-Bousso et al., 2011).  

 This article presents a disaster resilience framework designed to measure the 

resilience of hotels, as well as illustrate strengths and gaps when developing strategies 

to build disaster resilience. One method of building disaster resilience within the hotel 

sector starts with developing an understanding of the components that can be used to 

measure resilience. A multiple capital-based approach (Mayunga, 2007) provides a 

broad spectrum of concepts and predictors to demonstrate what disaster resilience means 

for the hotel sector and forms the foundation for this research. While a comprehensive 

list of predictors may not be possible given the dynamic nature of the subject and stage 

of research, the framework seeks to establish a baseline of disaster resilience predictors 

that will give hotel leaders an opportunity to assess and review their organisation in 

terms of disaster resilience, and how they may build increased disaster resilience for 

their hotel. This framework is designed to provide individual properties, or groups of 

properties, a tool to evaluate their disaster resilience and identify potential areas for 

improving resilience. 
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2. Research context 

The following section aims to explore key concepts within the context of this 

research to provide a common foundation for development of a conceptual framework 

for building disaster resilience within the hotel sector. A common understanding of 

concepts is needed to engage in the thoughtful debate of any subject. While terms can 

change over time it is important to have a shared meaning of terms to move forward in 

conversation (Rockett, 1999).  

 The literature used to build this conceptual framework comes from research at 

the intersection of disaster resilience and community, organisational, and tourism sector 

research. Resilience is a dynamic concept and combines capabilities with capacities 

(Burnard & Bhamra, 2011). Detailed approaches for assessing resilience are needed to 

empower managers to develop capacities to withstand future disruptions (Linnenluecke, 

2017). To withstand disruptions from disaster organisations need to build resilience and 

be able to adapt to changing environments (Burnard & Bhamra, 2011). Developing a 

sector specific framework allows for a tailored and multifaceted conceptual outline of 

resilience predictors. 

2.1 Disaster  

The term disaster has been distinguished from emergency by its higher degree of 

societal disruption (Rodriguez, Quarantelli, & Dynes, 2007). A disaster causes 

disruption beyond the capacity of the local resources. Disaster can be used to describe 

what happens when natural phenomena, such as climatic or geological hazards, interact 

with the built environment and disrupt the functioning of society (Mileti, 1999). 

Furthermore, disasters may be rooted in terrorist activity, health crises (e.g. pandemics), 

and technological disruptions which include energy generation disruptions and 

malfunctions. Regardless of the source of the disruption, a disaster’s effects can often 
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be minimised through human action prior to the occurrence of a disastrous event (Mileti, 

1999). Tourism is susceptible to the effects of disaster due to its dependence on the local 

cultural and natural environment as well as complex networks of organisations (Jiang & 

Ritchie, 2017). For the purpose of this discussion, disaster refers to: “A sudden event 

where the trigger is outside the current control of the affected area (community and/or 

business), the event disrupts the function of that area and requires additional resources 

…to respond to and recover from the event” (Brown et al., 2017, p. 363). This term is 

intended to reflect an all-hazard definition which includes natural hazard events, 

terrorism, and health-related disasters. 

2.2 Hotel 

 The hotel industry was selected as the dependent variable for the study to provide 

a narrowed parameter. The larger sector of accommodations, which also includes 

motels, backpacker lodging, holiday parks, and hosted accommodations, all have 

different challenges; and thus, their disaster resilience may be based on some predictors 

that are quite different to hotels. Hotels have unique issues, including the relatively large 

size compared to other accommodation types, different types of guests and their 

expectations, and larger numbers of employees. In addition, the hotel sector has 

resources that may be needed for response and recovery from disaster (Neef & Wasi, 

2017; Yamamura & Welsh, 2018). For example, hotels play a role in housing response 

personnel during a disaster response and recovery. Additionally, the hotel sector 

provides needed jobs at a time of economic fragility in communities. A community and 

its organisations are interdependent and response and recovery of community is linked 

to those organisations (McManus et al., 2008). 

By focusing the research effort to a specific type of business the findings can be 

industry specific and targeted. There is a need to develop industry specific indicators of 
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resilience (Hall et al., 2018), including a practical understanding of resilience and how 

to activate and build resilient characteristics (Linnenluecke, 2017). This framework 

aims to develop a specific and targeted group of predictors of disaster resilience for the 

hotel sector.  

The official tourism quality assurance organisation for New Zealand is Qualmark, 

and its definition of a hotel is widely used, including in the current research: 

 The Hotel category includes properties with at least one licensed bar and 

restaurant, on the premises or adjacent, with charge-back facilities. Types of 

rooms include standard rooms, suites, and apartments. All rooms have tea and 

coffee-making facilities and there is on-site management at all times. All provide 

breakfast whether in a restaurant or breakfast room, or via room service 

(Qualmark, 2013).  

This study does not distinguish a facilities’ quality or star ratings but is instead 

focused on the service levels that distinguishes hotels from other types of 

accommodations per the definition above. Larger hotels (e.g. international chains) have 

been considered to be more prepared for disaster based on increased numbers of senior 

management to engage in disaster planning activities (Faulkner, 2001; Hystad & Keller, 

2008). However, a 2013 study of disaster management strategies of Five Star hotels in 

Jordon found this category of hotel was not widely advanced in their management of 

crises and disasters (Sawalha et al., 2013). A 2018 study of economic and social crisis 

management of hotels in Greece found that the star category and mode of operation 

(year round/seasonal) of hotels did affect the crisis resilience (Pappas, 2018). There is 

also evidence that smaller operators are quite resilient as they are able to rebuild quickly 

because of smaller capital outlays required (Mahon et al., 2013). Overall, there is not a 

clear picture of how quality, size and ownership structures affect vulnerability or 
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resilience (Mahon et al., 2013). Furthermore, star quality ratings vary from country to 

country, which makes the concept difficult to generalize over geographic boundaries. 

2.3 Disaster Resilience within the Hotel Sector 

Organisational resilience has been recognised as an important construct, yet often 

remains vague and unclear in definition (Burnard & Bhamra, 2011). Resilience has been 

defined differently by different research streams, conceptual similarities and differences 

have not been understood, and resilience is operationalized differently across research 

(Linnenluecke, 2017). Resilience research has investigated what human resources exist 

in a community and how to capitalise on those resources, exploring constructs such as 

social connectedness, social cohesion, leadership, inclusion, and how these constructs 

contribute to resilience (Cutter et al., 2008; Kwok et al., 2016). Research surrounding 

organisational resilience has looked at what features an organisation can cultivate to 

facilitate and foster adaptation in fast moving disasters (Burnard & Bhamra, 2011; A. 

V. Lee et al., 2013). Because resilience is best understood in narrow parameters, a well-

defined understanding of resilience includes resilience by whom and to what to define 

characteristics (Cutter et al., 2008; Martin-Breen & Anderies, 2011). The tourism 

industry, vulnerable to disaster, often experiences a disaster’s effects across 

organisational and geographical boundaries (Jiang & Ritchie, 2017). Organisations 

within the tourism sector require many different characteristics and capacities to recover 

from disaster. In the context of building disaster resilience in the hotel sector, resilience 

means: “A dynamic condition describing the capacity of a hotel, together with its 

stakeholders (staff, guests, and the local community), to assess, innovate, adapt, and 

overcome possible disruptions that are triggered by disaster” (Brown et al., 2017, p. 

365). For an in-depth discussion of the above definition please see Brown et al. (2017), 

which provides the full literature review and background foundation for the definition. 
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2.4 Capital 

Capital is described as a set of resources that can be leveraged to acquire or create 

additional resources (Miles, 2015; Norris et al., 2008). The resources and assets of a 

community, or a business, can also be described as capital (National Institute of 

Standards and Technology (NIST), 2015). Resources can be tangible items (money in 

the bank), services (utilities), potential resources that may become available (line of 

credit), human beings, and intangible constructs such as trust and leadership. This view 

of capital combines both potential and actual resources to contribute to adaptive 

capacity (Norris et al., 2008), or the ability of an organisation to withstand and recover 

from shocks.  

The integrative framework utilises a multi-capital approach (Mayunga, 2007) in framing 

disaster resilience within the hotel sector. Mayunga (2007) suggests that some resilience 

frameworks are limited by their narrow view of resilience. Resilience to a disaster may 

rely on various forms of capital existing prior to a disaster (Cochrane, 2010). “The 

essence of using the capital approach is that, capital consists of those components, which 

are necessary for the development of a sustainable community economy” (Mayunga, 

2007, p. 6). A disaster specific capital approach can improve our “understanding of how 

business is impacted by disaster, and what factors may play a key role in recovery and 

resilience” (Sydnor-Bousso et al., 2011, p. 201). The following discussion further details 

a capital approach, and how the literature has been analysed to create an integrative 

framework for disaster resilience within the hotel sector.  

3. Identifying Themes for an Integrative Framework of Disaster 

Resilience Within the Hotel Sector 

The systematic review of literature relating to disaster resilience for hotels 

presented in Brown et al. (2017) provides the starting point for the development of this 
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framework. From the review’s 352 articles a subset of articles (n=33) was identified and 

analysed to extract themes and concepts relevant to measuring and defining disaster 

resilience as it pertains to the hotel sector (see Tables 4.1-4.6). Within the selected 

literature, authors tended to present dimensions of resilience that were limited in scope, 

describing a particular part of business resilience as the focus. For example, effective 

organisational management (Racherla & Hu, 2009; Ritchie, 2004), or specific tourism 

destination resilience and/or vulnerabilities (Becken, Mahon, Rennie, & Shakeela, 2013; 

Biggs et al., 2012; Espiner & Becken, 2013; Holzinger & Laughlin, 2016).  

In seeking to develop an integrative framework, it was necessary to broaden the 

consideration of resilience as widely as practicable, in order to capture all of the most 

important dimensions within one framework. Mayunga (2007) took a broad and 

inclusive approach in identifying five capitals for use in defining community resilience: 

social; economic; human; physical; and natural. In undertaking the analysis of literature, 

cultural capital was identified as important for hotels, and added to the five identified 

by Mayunga (2007), in order to capture dimensions of unique location-specific 

characteristics in the framework. 

 Within the six capital groups a further breakdown of identified capital themes 

into predictors provides a more detailed picture of disaster resilience factors. For 

example, economic capital includes the predictors: availability of financial resources, 

diversity of income, organisations financial strength, and staff economic resilience. The 

following discussion further explores those capital themes derived from the literature 

analysis and used to build the integrative framework. 

Common themes related to disaster resilience include social aspects of resilience 

(Cutter et al., 2008; Kwok et al., 2016), adaptive capacities (Bec et al., 2015; Biggs et 

al., 2012; Sydnor-Bousso et al., 2011), and trust (Cochrane, 2010; Khazai, 2016; Norris 
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et al., 2008; Paton, 2008). The themes of social connections, capacity to adapt, trust in 

stakeholders, and trust in information sources are some of the most developed within 

the literature. 

Another theme in the literature which contributes to resilience is decisive, 

effective and proactive leadership which is described as integral to organisational 

resilience (Cochrane, 2010; A. V. Lee et al., 2013; Wang & Ritchie, 2010). Additionally 

important is having sufficient resources to avoid negative consequences, for example, 

sufficient numbers of trained personnel to respond to a disaster (Malhotra & Venkatesh, 

2009).  

Knowledge and skills surrounding disaster planning and response are improved 

with the inclusion of stakeholders in disaster planning and preparedness activities 

(Kwok et al., 2016; A. V. Lee et al., 2013; Malhotra & Venkatesh, 2009; Orchiston et 

al., 2015). Also, the importance of disaster exercises (Arbon, Cusack, Gebbie, 

Steenkamp, & Anikeeva, 2013; Kafle, 2011; Khazai, 2016; A. V. Lee et al., 2013) and 

proactive attitudes towards disaster topics (Faulkner, 2001; A. V. Lee et al., 2013; 

Ritchie, 2004) are critical to the ability of hotels to maintain, or regain, operational 

status. 

A physical structure’s ability to withstand the effects of disasters and integration 

of life-saving measures contribute to an organisation’s resilience (Biggs et al., 2012; 

Bruneau et al., 2003; Cutter et al., 2008; Khazai, 2016; Norris et al., 2008). There are 

many issues at the intersection of the human-built environment and the natural 

environment that need to be considered for resilience (Cutter et al., 2008; Khazai, 2016; 

Sydnor-Bousso et al., 2011; Wang & Ritchie, 2010). An evaluation of how a hotel’s 

built environment might destabilise the natural environment relates directly to 

resilience. For example, natural hazard defence from floods may rely on mangroves; 
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however, some sites may decrease or remove mangroves to improve views or access to 

coastline. The removal may cause coastal degradation and increase flood hazards. 

A community’s cultural influence on social structure (Arbon et al., 2013), and the 

importance of special local knowledge (S. S. Patel, Rogers, Amiot, & Rubin, 2017a) 

may contribute to a hotel’s disaster resilience. Conversely, the possible contribution of 

culture to disaster vulnerability (Birkmann et al., 2013; Miles, 2015) is another area 

which needs to be considered when building disaster resilience. 

Evaluating disaster resilience for the hotel sector requires integration of all of the 

above ideas. A hotel’s ability to maintain, or in some cases regain, operational status 

and provide for the safety of staff and guests requires resources from many different 

areas. An integrative capital approach provides a starting place for discussion of many 

different aspects of resilience important to the hotel sector.  

4. An Integrative Framework 

Capitals identified as important for disaster resilience during the analysis of 

literature include: economic; social; human; physical; natural; and cultural capitals. 

Figure 4.1 presents a framework to illustrate the capitals and identifies predictors within 

each that work towards building disaster resilience. The individual capitals remain 

independent of each other, while hotel, capitals, and resilience rings are all connected. 

Certainly, a case for the interconnectedness of different capitals can be made; however, 

for the purpose of this framework, the capitals are shown as independent spheres. This 

independence illustrates building capital resources of any of the predictors can result in 

improved resilience. The simplification is aimed at encouraging hotel management to 

consider improving resilience to disaster in many different ways, instead of considering 

the process to be ‘all or nothing’. Competition for economic and human resources and 

a lack of management ‘bandwidth’ for additional tasks beyond day to day operations 
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result in less emphasis being placed on disaster resilience topics (A. V. Lee et al., 2013; 

McManus et al., 2008; Orchiston, 2013). With a multi-entry point approach, 

management can consider smaller inputs into building resilience that may be within their 

ability to address in the short-term. 

 

 

Figure 4.1. Disaster resilience framework for hotel sector. 

Sections 4.1-4.6 provide detail on each capital, summarise the literature analysis, 

and describe the predictors of disaster resilience drawn from that analysis (Table 4.1-

4.6). An additional column describes possible measures of the predictors related 

specifically to the hotel industry. 
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4.1 Economic Capital 

Resilience predictors from the literature, which include the availability of 

financial resources, diversity of income, financial strength and the personal economic 

resilience of staff members, characterise economic capital (Table 4.1). All contribute to 

a hotel’s capacity to maintain, or restart, operations if disaster strikes.  

Savings, income, investments, and credit availability are also components of 

economic capital (National Institute of Standards and Technology (NIST), 2015). Staff 

economic well-being, or resilience, may be as important as institutional financial 

viability. Capacity to earn a living wage contributes to disaster resilience by increasing 

an individual’s ability to absorb unexpected changes in income (Mayunga, 2007). 

Career opportunities and financial resources may give staff a feeling of loyalty to the 

hotel they work at, and more willingness to work through a disaster to assist during the 

recovery. Measures of economic capital include insurance coverage, financial resources, 

customer-base diversity, business age, and size of hotel property. Economic capital is 

an important component of a hotel’s disaster resilience. 
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Table 4.1  

Economic Capital 

Type of 
Capital Predictors of resilience Measures 

Economic 
Capital 

 

1. Availability of resources 

 Ability to withstand negative consequences 
(Bruneau et al., 2003) 

 Economic development including diversity of 
resources, equity of distribution (Norris et al., 
2008) 

 Insurance as increased capacity to cope 
(Birkmann et al., 2013) 

 Adequate funding for adoption of disaster 
management best practices (Sawalha et al., 
2013) 

 Organisation size (Wang & Ritchie, 2010) 

 

 Insurance coverage 

 Disaster management 
budget 

 Number of rooms 

 Number of staff 

 Number of hotel 
vehicles 

 
2. Diversification of income  

 Flexible sources of income, diversification 
(Arbon et al., 2013) 

 Ability to act on new markets (Ritchie, 2004) 

 

 Customer base 
diversity 

 Marketing priorities 
 3. Financial strength 

 Reserve funds (Malhotra & Venkatesh, 2009) 

 Financial condition and access to financial 
resources, also enterprise age and 
experience (Biggs et al., 2012) 

 Sustainable economic growth (GRI et al., 
2015; Khazai, 2016)  

 

 Profitability 

 Access to credit 

 Financial reserves 

 Length of time in 
operation 

 4. Staff economic resilience  

 Capacity to achieve livelihoods (Sydnor-
Bousso et al., 2011) 

 Employment and decent work for all, 
resilience to future legal costs and costs of 
legislation (GRI et al., 2015)     

 Income security, economic opportunity for 
individuals access to fair allocation of 
resources (Kwok et al., 2016) 

 

 Full-time vs part-time 
work 

 Living wage 

 Organisational policy on 
promotions 

 Career development 
/progression 

 

4.2 Social Capital 

Within the context of social capital the predictors are 1) social resources, 

connectedness, cohesion, 2) capacity to work as a group, and 3) trust (Table 4.2). 

Evidence in the literature shows that cohesion, networks, support and connectedness, 

are all integral to social capital (Sydnor-Bousso et al., 2011). For example, connections 

to emergency management organisations within the community may be important in the 

case of mass evacuations. Takamatsu (2014) surveyed Okinawa municipalities and 

found that local municipalities were ready to evacuate residents, but half of those 
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municipalities did not have plans for visitors. Additionally, while local governments 

collaborated within the region, hotels and other tourism organisations were not included 

in the emergency reporting system. The exclusion in the regional emergency network 

leaves hotels without critical information or a clear pathway to communicate important 

visitor updates (Takamatsu, 2014). The ability to work as a group in a flexible network 

with trusted leadership contributes to increased social capital (Cochrane, 2010; Sydnor-

Bousso et al., 2011). Trust generated through social networks and associations also 

contributes to social capital and is included in Table 4.2 (NIST, 2015).  

The predictors can be measured in a number of ways. For example, connections 

to the community could be measured by longevity of employment, membership in local 

community groups, attendance and volunteering in community events, and readership 

of local news. A sense of community within the organisation can be determined by 

social activities available for the staff, the length of employment for the staff at the hotel, 

and use of gathering spaces by staff. Capacity to work as a group and problem solve can 

be measured by looking at the organisation’s decision-making process. For example, do 

managers and leaders take a participatory approach or are they hierarchal? Trust can be 

determined by ascertaining if co-workers have faith in their organisation and leaders, 

and if they feel they have supportive co-workers. Social capital offers many different 

entry points for building disaster resilience. 
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Table 4.2  

Social Capital 

 

 

Type of 
Capital Predictors of resilience Measures 

Social 
Capital 

 

1. Social networks/connectedness/cohesion 

 Social connectedness/team approach (Faulkner, 
2001) 

 Connect between government and people, family and 
friends, tourism organisations and communication 
between organisations (Biggs et al., 2012) 

 Connectedness (Arbon et al., 2013) 

 Pioneer spirit, cohesion of community (Becken et al., 
2013)  

 Minimise silos for increased adaptive capacity (A. V. 
Lee et al., 2013) 

 Social capital-received and perceived support, 
informal ties, sense of community attachment to place 
org linkage and cooperation (Norris et al., 2008) 

 Social inherent resilience- social networks, social 
embeddedness, demographics, community cohesion 
(Cutter et al., 2008) 

 Sense of community, social support (Kwok et al., 
2016) 

 Social capacity influenced by networks (Cochrane, 
2010, p. 178)  

 Availability of public space (Birkmann et al., 2013) 

 Community gathering place (Kwok et al., 2016) 

 Effective partnerships across multiple organisations 
that may be needed in a disaster (A. V. Lee et al., 
2013) 

 Minimisation of silos (A. V. Lee et al., 2013)  

 Organisational structure- flexible with networked 
stakeholders (Sawalha et al., 2013) 

 

 Social connections 
within and across 
all departments 
including 
connections 
between hotel 
security personnel 
and hotel guest 
service 
departments 

 Organisation 
support and/or 
sponsorship of staff 
social events 

 Connections 
between other 
organisations in 
community 
including local 
emergency 
management 
organisations 

 Newspaper/news 
media 
readership/viewing 

 Public meeting 
spaces 

 Staff meeting 
spaces 

 Team attitude of 
organisation 

 Employment 
longevity 

 
2. Capacity to work as a group 

 Organisational capacity, ability to make decisions and 
carry out actions (Bruneau et al., 2003) 

 Organisation structure, culture (Wang & Ritchie, 2010) 

 Ability to make decisions and act under pressure- 
leadership, effective communication (Ritchie, 2004) 

 Social capacity influenced by leadership, (Cochrane, 
2010, p. 178). 

 Staff engagement, empowerment to solve problems 
(A. V. Lee et al., 2013) 

 Innovation creativity at all levels of organisation 
including problem-solving (A. V. Lee et al., 2013) 

 

 Communication- 
inter/intra 
organisational  

 Strong leaders 

 Group problem 
solving  

 Stakeholder input 
as part of decision 
making 

 Creativity, 
innovation 

 Situational 
awareness 

 Decision-making 
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Table 4.2 (continued) 

Social Capital 

 

 

4.3 Human Capital 

 Human capital describes people’s knowledge, health, and skills (NIST, 2015). 

Basic physical and mental health (contributing to increased capacity), both learned and 

inherent skills (Cutter et al., 2008), and disaster knowledge (A. V. Lee et al., 2013), 

including preparedness, plans and mitigation efforts are all components of human 

capital (Table 4.3). An important component of human capital is the capacity to adapt 

(Biggs et al., 2012). 

An individual’s health can be measured by access to healthcare, and general well-

being of staff and leaders. Skills can be measured by staff understanding disaster 

response planning, training, and policies for a hotel. Proactive leadership will include 

planning and training as part of their disaster management strategy. A hotel’s focus on 

planning and how hotel staff, across departments, are involved and exposed to the 

planning, training, and exercising of those plans may also influence their disaster 

resilience. Those with particular role expertise (e.g. security) should be encouraged to 

interface and cross-train with staff in ways that will enhance the overall skills and 

Type of 
Capital 

Predictors of resilience Measures 

Social 
Capital 

3. Trust 

 Beliefs, perceived control, past experience (Wang & 
Ritchie, 2010) 

 Networks and norms of trust (Sydnor-Bousso et al., 
2011) 

 Beliefs and values, exposure or sensitivity change, 
attachment, personality, lifestyle (Bec et al., 2015) 

 Trust among all stakeholders (Khazai, 2016) 

 Social capacity influenced by trust (Cochrane, 2010, p. 
178)  

 Information available from trusted sources (Norris et 
al., 2008) 

 

 Trust in leaders 

 Trust in co-workers 

 Trust in 
organisation 

 Trust in community 
relationships 
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knowledge of the property. The knowledge of staff and leaders is enhanced by their 

knowledge of the hotel itself and the industry, measured in part by longevity of 

employment. Previous experience in basic evacuation of a hotel and knowledge of 

warning systems improves adaptive capacity.  

Hotels also gain strength in adversity by having staff who are willing and able to 

get to the worksite when disaster strikes. A hotel’s disaster response may rely on their 

ability to conduct business without critical services such as electricity, water and power. 

Manual procedures to perform normally electronic tasks, like check-in and payment, 

will improve the ability of a facility to continue operations. 

The predictors of resilience within the context of human capital are explored in 

Table 4.3. These predictors are categorised by 1) health, 2) skills, 3) capacity to adapt, 

4) knowledge, and 5) business continuity as it applies to human capital. Human capital 

provides diverse ways for a hotel to build capacities and disaster resilience. 

  



114 

 

Table 4.3  

Human Capital 

Type of 
Capital Predictors of resilience Measures 

Human 

Capital 

 

1. Health 

 Counselling service, absence of psychological 
issues, health and wellness, quality of life (Cutter et 
al., 2008)  

 Perceived control, past experience (Wang & 
Ritchie, 2010) 

 

 Sense of wellbeing 

 Access to 
healthcare 

 Perceived control 

 2. Skills  

 Inherent institutional competence- participation in 
hazard reduction programs, hazard mitigation 
plans, emergency services, response plan, 
continuity of operation, robust communications 
(Cutter et al., 2008) 

 Staff training and competency to act in crisis and 
current contact lists (Malhotra & Venkatesh, 2009) 

 Preparedness capacity and rescue persons’ 
availability (Birkmann et al., 2013) 

 Skills for communication and community 
competence (flexibility, creative, action, political 
partners) (Norris et al., 2008) 

 Highly skilled staff add knowledge when needed to 
improve actions (A. V. Lee et al., 2013) 

 Strong leadership to provide management, decision 
making, and evaluate strategies (A. V. Lee et al., 
2013) 

 Strong leadership (Cochrane, 2010) 

 Executives (leaders) attitude (Wang & Ritchie, 
2010) 

 

 Planning for 
disaster  

 Training for 
disaster 

 Emergency 
exercises 

 Mitigation of 
disaster risk 

 On the job 
exposure to 
emergency 
situations 

 Knowledge of hotel 
systems 

 General education 
level 

 Strong leadership 

 

 3. Capacity to adapt 

 Skills and capacity for change (Biggs et al., 2012) 

 Adaptive capacity- internal resources, staff 
engagement, innovation and creativity, decision 
making, situation monitoring and awareness. (A. V. 
Lee et al., 2013) 

 Capacity of people to engage in productive work 
(Sydnor-Bousso et al., 2011) 

 Inherent community competence (Cutter et al., 
2008) 

 High degree of self-sufficiency; ability to respond 
and make adjustments (for example withstand cost 
increases); ability to reinvent and self-organise 
(climate change) (Becken et al., 2013) 

 Individual and community capital contribute to 
adaptive capacity (Bec et al., 2015) 

 Staff decision authority and clear delegation in 
times of crisis. (A. V. Lee et al., 2013) 

 Organisation has a strategic and behavioural 
readiness, and ability to recognise changes before 
they escalate (A. V. Lee et al., 2013) 

 

 Problem-solving 
skills 

 Commute 
distances 

 Early warning 
systems 

 Willingness to 
respond 

 Proactive leaders 

 Planning strategies 
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Table 4.3 (continued) 

Human Capital 

Type of 
Capital Predictors of resilience Measures 

 4. Knowledge 

 Organisation provides exercises designed to 
practise response arrangements and validate plans 
(A. V. Lee et al., 2013) 

 Organisation has resources to ensure operational 
ability even when increased capacity is needed (A. 
V. Lee et al., 2013) 

 Skills for communication (Norris et al., 2008) 

 

 Exercises for 
disaster response 
including 
collaborations with 
local emergency 
management 
organisations  

 Understanding of 
risks and plans 

 Participation in 
training 
opportunities 

 5. Business continuity 

 An organisational awareness of priorities following 
a crisis (A. V. Lee et al., 2013) 

 Development and evaluation of plans and 
strategies to manage operational and stakeholder 
vulnerabilities (A. V. Lee et al., 2013) 

 High level of disaster preparedness, multiple roles 
held by people, business and community learning 
(natural disaster) (Becken et al., 2013) 

 

 Redundant 
operational 
systems  

 Manual procedures 

 Chain of leadership 
 

 

4.4 Physical Capital 

 The physical building and grounds, local geography, and the human interface of 

these things can be described as physical capital (Table 4.4). Physical capital is both 

buildings and infrastructure (NIST, 2015). Local infrastructure including roads, utilities, 

and local housing standards, all which play a role in determining physical capital 

(Mayunga, 2007). For the hotel sector, physical capital includes features related to life 

safety beyond the robustness of the facility structure, for example, alarm systems and 

evacuation pathways. Redundancy of critical utilities, like power generators capable of 

maintaining minimum standards for sheltering within the facility, is included in life 

safety measures. A hotel’s preparation in terms of supplies to sustain staff and guests in 

an emergency also falls under physical capital for the purpose of this discussion. 

Business continuity overlaps between human capital and physical capital. Physical 
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capital predictors include critical information system redundancies that allow an 

organisation to remain operational. In measuring redundancies of data and information, 

for example, does the hotel have practical and regular back-up of data, including hotel 

guest information, staff details, and data critical to operation? A back-up may be cloud-

based, saved at an alternate site, or available as hard copy off-site. 

Table 4.4 describes the predictors of resilience for physical capital, divided into 

the categories of 1) life safety, and 2) business continuity. For hotels many safety 

measures are required by law, however, others provide alternate ways of considering 

life safety measures and business continuity to help improve post-disaster outcomes for 

organisations. 

Table 4.4  

Physical Capital 

Type of 
Capital Predictors of resilience Measures 

Physical 
Capital 

 

1. Life safety 

 Infrastructure inherent for resilience- lifelines and 
critical systems, transportation networks, residential 
housing stock, commercial and manufacturing 
establishments (Cutter et al., 2008) 

 Inherent institutional resilience-zoning and building 
standards (Cutter et al., 2008) 

 Equipment and resources for response ready for 
immediate deployment- emergency response 
central command operation for organisation 
(Malhotra & Venkatesh, 2009) 

 Site location design, structural elements, fire 
protection, evacuation system (Khazai, 2016) 

 Built environment (Biggs et al., 2012) 

 

 Life safety systems 

 Redundant critical 
infrastructure 

 Redundant critical 
supplies 

 Facility physical 
robustness 

 

 
2. Business continuity 

 Robust built environment and critical infrastructure 
(Khazai, 2016) 

 Ability to adapt to changed business environment 
(Sydnor-Bousso et al., 2011) 

 Technical systems, equipment (Wang & Ritchie, 
2010) 

 Technical/building water systems (Bruneau et al., 
2003) 

 Infrastructure and skills for communication (Norris 
et al., 2008) 

 

 Redundant critical 
information/data 
systems 

 Multiple suppliers 

 Multiple 
communications 
tools 
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4.5 Natural Capital 

Predictors for natural capitals include: 1) the inherent environmental risks present 

at the hotel’s location, and 2) the hotel’s effects on the environment. The local 

environment, as well as the interplay between humans and the environment, are part of 

natural capital (NIST, 2015). The literature includes: biodiversity; access to natural 

resources; and sustainability of the environment in the face of tourism as components 

of natural capital (Table 4.5). An understanding of a hotel’s exposure to hazards may 

help hotel leadership and staff appreciate the natural environment’s influence on the 

hazard risk profile of the organisation. Many tourist locations are dependent on the 

scenic value of the natural environment to attract tourists to their destination (Hall et al., 

2018). A hotel’s social conscience in the form of attention to environmental issues may 

indicate how aware and prepared the organisation is to promote sustainable use of the 

local resources in an effort to maintain the quality of the local environment. Policies 

regarding activities that impact the local environment may also indicate resilience. 

Table 4.5  

Natural Capital 

Type of 
Capital Predictors of resilience Measures 

Natural 
Capital 

1. Location’s environmental risk 

 Hotel location and grounds, environmental safety 

including exposure to natural hazard risk (Khazai, 

2016) 

 Access to natural resources (Kwok et al., 2016) 

 

 Site vulnerability 

 Organisations link 
to environment 

 2. Location’s effects on environment 

 Inherent resilience of ecosystem, wetlands, erosion 

rates, % of impervious surfaces, coastal defence 

structures, biodiversity (Cutter et al., 2008) 

 Natural resources and eco-system (Sydnor-Bousso 

et al., 2011) 

 Tourism activities impact on the natural 

environment (Hall et al., 2018) 

 

 Organisations 
environmental 
policy 

 Organisations link 
to environment 

 Organisations 
considerations for 
impact to the 
environment 
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4.6 Cultural Capital 

 Cultural capital combines local knowledge (S. S. Patel et al., 2017a), attitudes, 

orientations, and competencies to provide additional resources (NIST, 2015). Social and 

cultural capital are sometimes combined or used to explore organisational capital 

(Gilbert, Butry, Helgeson, & Chapman, 2015; Kwok et al., 2016; A. V. Lee et al., 2013). 

However, within the context of disaster resilience for hotels, the differentiation may 

prove valuable. Strategies can be developed to build cultural capital apart from those 

used to build social capital. For example encouraging local knowledge of hazards and 

local capacities to be integrated into disaster preparedness plans. For the purposes of 

this study, the term is used to explore cultural aspects of the staff and local community. 

Table 4.6 outlines the predictors and measures of cultural capital, including 1) cultural 

influence on social system, and 2) cultural knowledge.  

Table 4.6  

Cultural Capital 

Type of 
Capital Predictors of resilience Measures 

Cultural 
Capital 

1. Cultural influence on social systems 

 Hotel crisis planning should include a variety of 

components including cultural aspects (Wang & 

Ritchie, 2010) 

 Cultural may influence social connectedness (Arbon 

et al., 2013) 

 Shared cultural beliefs contribute to social resilience 

(Kwok et al., 2016) 

 

 

 Diversity of staff 

 Staff integration 
into the local 
community 

 

 
2. Cultural knowledge 

 Consideration of local cultures, customs and values 

(Norris et al., 2008) 

 Local knowledge may be useful in mitigation of 

vulnerabilities to disaster (S. S. Patel et al., 2017a) 

 Cultural capital includes attitudes, competencies, 
and orientations of local groups (National Institute of 
Standards and Technology (NIST), 2015, p. 12) 

 

 Diversity of staff 

 Staff integration 
into the local 
community 

 Cultural disaster 
stories 

 

 



119 

 

5. Discussion 

The dynamic nature of resilience precludes trying to become resilient. The 

framework presented above provides a detailed assessment of six capitals: economic; 

social; physical; human; natural; and cultural, which can be combined to form a picture 

of disaster resilience for hotels. In addition, the framework presents groups of predictors 

and measures, which provide a pragmatic and accessible pathway to developing disaster 

resilience for a hotel.  

The resilience cycle, described first by Holling (2001), explains that after rapid 

change, reorganisation and use of resources creates a new norm, ready to respond to the 

next rapid change. Hollings’ original loop depiction appeared as a repetitive process. 

Cochrane (2010) explains that an alternative representation may be a spiral of loops to 

enhance the understanding that reorganisation results in a new normal. The dynamism 

of resilience has contributed to the difficulty in understanding and developing measures. 

Defining resilience to disaster for the hotel sector requires a broad base of predictors 

that link the wide variety of influences integral to disaster resilience.  

The integrative framework provides an opportunity to evaluate a comprehensive 

set of components within a hotel’s organisation that contribute to resilience in a disaster 

context. Consideration of economic, social, human, physical, natural, and cultural 

aspects of a business provides a new way for hotels to consider their resilience to 

disaster, and how to build and expand those resources. Evaluation of capital predictors 

may be quantitative (through surveys of hotel managers and staff), qualitative (through 

interviews with staff, managers, and local tourism agencies), and/or through collection 

of secondary data (for example statistics of hotel occupancy rates to determine financial 

strength as it pertains to economic capital). 
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Through the interdisciplinary synthesis of frameworks, models, and approaches in 

the literature, this framework contributes to the literature on disaster resilience by 

focusing on hotel resilience. The six identified capitals are further broken down into 18 

different resilience predictor groups related to hotels. As both a business and an 

important member of the community, hotels have complex human and physical systems 

that are required to remain operational. Relying on insufficient predictors may provide 

an inaccurate picture of the complex nature of disaster resilience (Sydnor-Bousso et al., 

2011). A multi-variant approach offers an opportunity to unpack the intricacies of 

disaster resilience for hotels. 

Building resilience can be achieved in a myriad of ways and can include any point 

of weakness represented by a lack of resources available in any of these six capital 

groups. Within each capital predictor group, measures are suggested to understand that 

predictor of resilience better. For example, under economic capital, the predictor of 

availability of resources could be measured by a hotel’s insurance coverage and/or size 

of the property, staff and other assets. The development of a survey instrument based on 

outlined predictors (see measures sections 4.1-4.6), followed by administering the 

survey widely across hotel staff will provide a picture of strengths and gaps in disaster 

resilience for hotel managers. This information can be used to build resilience into hotel 

policies, procedures, and trainings.  

Both objective and subjective measures are included in the Tables 4.1-4.6. For 

example, to measure economic capital, financial resources and insurance coverage are 

easily quantified through objective measures. Constructs for social capital, for example 

social connectedness and team culture, require a more subjective approach. In order to 

provide a robust picture of the more subjective concepts it will be useful to query outside 

the management structure. Staff insights will help temper any bias and add additional 
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validity to strengths and gaps identified by management. In addition to surveys, in-depth 

qualitative interviews with managers and staff can help to develop a deep understanding 

of the subjective aspects of the capital groups. 

The focus of the framework is to identify disaster resilience predictors which can 

then be translated into a hotel’s strengths and potential gaps. A flexible framework 

provides an opportunity for hotels seeking to improve their resilience to disaster to 

customise strategies based on their hotel’s capacities. A next step towards 

operationalising this framework is to validate and test the predictors.  

The framework may be applicable to other types of accommodations with slight 

modifications. Future research exploring the ways that accommodation types differ in 

terms of needs and challenges during and after disasters could provide important 

information to further customise this framework for other accommodation types. The 

accommodations sector has continued to diversify with homestays and Air B&B 

becoming growing sectors. The application of this framework to other accommodation 

sub-sectors may prove valuable in developing greater disaster resilience in the wider 

industry. Additionally, investigation into the how size and quality ratings (e.g. star-

rating) may influence resiliency could provide important information for hotel 

managers. 

6. Conclusion 

An important role is played by hotels in a community’s disaster resilience. 

Therefore, a hotel’s ability to respond to disruption and recover back to an operational 

state improves resilience. Assessing specifically what disaster resilience means for the 

hotel sector is derived through a multiple-capital based approach; where a spectrum of 

factors, predictors, and the inter-relationships were identified through the literature. The 
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process gave rise to a framework to measure disaster resilience in the context of the 

hotel sector. 

Using a capital approach for examining disaster resilience within the hotel sector 

provides a comprehensive appraisal of factors that have been identified in the literature. 

A hotel’s ability to respond to disruption from disaster and recover back to an 

operational state is enhanced through building resilience to disaster.  

In developing measures some predictors may be of greater importance than others 

(Mayunga, 2007), hence, defining weights for each of the predictors may prove useful. 

However, for the purpose of this research, each capital is considered as equal value in 

overall disaster resilience building. Future refinements may consider ways to weight 

predictors to help hotel leadership prioritise activities. 

The framework is intended to provide a clearer understanding of the ingredients 

of disaster resilience; managers of hotels will need to decide how best to explore their 

own operations to identify gaps and improve their resilience. Lack of resources has often 

been cited as a reason for inaction regarding disaster risk reduction and preparedness in 

the tourism industry (Hystad & Keller, 2008; Orchiston, 2013). Providing multiple 

points of ingress for disaster resilience building is a flexible option for a problem that 

relies on flexibility at its very core. 
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Chapter Summary 

 Chapter Four has presented, in journal article format, the development and 

components of the DRFH. The framework focuses on the hotel sector and how best to 

approach developing disaster resilience. The DRFH is the basis for both quantitative 

and qualitative data collection and analysis. The following Chapter Five will present 

findings from the survey designed to test the DRFH. 
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Chapter Five: The Survey 

Following the development of the framework, a survey based on predictors was 

developed and administered. The following article discusses the survey development, 

findings, and results. This article is presented in a pre-production version format and 

formatting complies with journal formatting specifications which vary from the overall 

thesis formatting. The article has been published by the International Journal of Disaster 

Risk Reduction following minor revisions requested through peer review which added 

to the clarity of the data presented. 

The survey (Appendix B) was well received by general managers as demonstrated 

by the response rate by GMs of 70% of hotels in the sample areas. Staff numbers were 

very low but the value of this added dimension to the data provides a special opportunity 

to understand the linkages between management expectations and attitudes towards 

their policies, and the staff understanding and integration of the management 

perspective into working practice. As discussed in the article, the data is exploratory in 

nature, due in part to the low participation numbers of staff, but also due to the small 

sample area. However, with data from a large proportion of the GMs, the staff data adds 

depth to the overall picture provided by the data. Additionally, the interviews in Chapter 

Six add further staff perspectives and detail to the research.  
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Abstract 

The measure of disaster resilience within the hotel sector is investigated in this 

exploratory quantitative study. Disaster resilience of hotels describes the organisations’ 

ability to withstand and recover from a disaster. Data collected from hotel general 

managers and staff in two New Zealand tourist destinations were derived through an 

Internet-based survey instrument. The survey data queried different aspects of disaster 

resilience from a capital-based approach. Capitals investigated included economic, 

social, human, physical, natural, and cultural.  Survey insights from both general 

managers and staff in Hawke’s Bay and Wellington regions advance our knowledge of 

resilience predictors and highlights current and future resilience-building actions and 

activities, and gaps. The inclusion of employee responses in studies of tourism 

management is uncommon and provides an added dimension to our understanding of 

disaster resilience-building in the hotel context. The data shows that hotels in the sample 

have positive attributes of disaster resilience across all of the surveyed capital predictors. 

Data also identified some gaps in these hotels’ disaster resilience. Recommended areas 

of future focus for resilience-building include: budgeting disaster management 

activities, greater emphasis on involving staff in disaster planning, and increased 

information on hazards and protective actions for guests. 

Key Words 

Disaster; Resilience; Hotel; Tourism; Management: Employees: Staff  
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1. Introduction 

 As the tourism industry increasingly experiences disruption to the flow of 

tourists and threats to local tourism-dependent economies from disasters, the concept of 

building resilience to disasters gains popularity within the tourism sector literature (Hall, 

Prayag, & Amore, 2018). Popular tourist destinations are frequently exposed to hazards 

that include weather-related and seismic risks (Tsai, Wu, Wall, & Linliu, 2016), as well 

as acts of terrorism (e.g. 2003 car bombing at JW Marriott Jakarta [Paraskevas, 2013]), 

and epidemics (e.g. Zika Virus 2015-2016 [Qureshi, 2018]). Exposure to disasters is the 

product of tourists’ desire to be surrounded by nature’s most spectacular sights; at the 

same time, these beaches, rivers, islands, and mountains exist because of the power of 

nature (United Nations Office for Disaster Risk Reduction (UNISDR), Pacific Asia 

Travel Association (PATA), & Global Initiative on Disaster Risk Management 

(GIDRM), 2015). Disasters can impact an individual hotel, as well as the hotel’s 

workforce, community, and the broader tourism sector. 

 Within the tourism industry, hotels are essential not only for their service in 

accommodating guests, but hotels also provide an opportunity for the destination to 

attract larger groups, conferences, and provide employment opportunities. The 

resilience of hotels after a disaster has direct relevance to financial investors, but also 

has broader implications for the recovery of the hotel’s wider community. Lack of hotel 

and meeting space continues to be a factor in the recovery of Christchurch, New Zealand 

following the earthquakes of 2010/2011 that severely impacted the central business area 

(Orchiston & Espiner, 2017). A direct relationship exists between economic 

development and tourism development (Bojanic & Lo, 2016) and economic recovery of 

a tourism area depends on local tourism businesses (Jiang & Ritchie, 2017). 

file:///C:/Users/Nancy/Google%20Drive/NAB%20Academic%20Content/Paper%203%20Survey/Measuring%20disaster%20resilience%20_Hotels_2nd%20revision.docx%23_ENREF_63
file:///C:/Users/Nancy/Google%20Drive/NAB%20Academic%20Content/Paper%203%20Survey/Measuring%20disaster%20resilience%20_Hotels_2nd%20revision.docx%23_ENREF_49
file:///C:/Users/Nancy/Google%20Drive/NAB%20Academic%20Content/Paper%203%20Survey/Measuring%20disaster%20resilience%20_Hotels_2nd%20revision.docx%23_ENREF_64
file:///C:/Users/Nancy/Google%20Drive/NAB%20Academic%20Content/Paper%203%20Survey/Measuring%20disaster%20resilience%20_Hotels_2nd%20revision.docx%23_ENREF_64
file:///C:/Users/Nancy/Google%20Drive/NAB%20Academic%20Content/Paper%203%20Survey/Measuring%20disaster%20resilience%20_Hotels_2nd%20revision.docx%23_ENREF_64


132 

 

 The aim of this research is an exploratory investigation to test a previously 

developed Disaster Resilience Framework for Hotels (DRFH) (Brown, Orchiston, 

Rovins, Feldmann-Jensen, and Johnston, 2018). The DRFH developed predictors of 

disaster resilience for hotels using six capital groups to categorise the different predictor. 

This study expands on the foundation of the DRFH by creating an exploratory survey 

which utilises the DRFH’s predictors as the basis for identifying and investigating 

components of disaster resilience. The survey was administered to hotel managers and 

staff in the greater Wellington area (WL) and Hawke’s Bay (HB), New Zealand  

The DRFH is an all-hazards tool describing disaster resilience in terms of capital 

resources. The framework uses six different capital groups as its basis: economic, social, 

human, physical, natural, and cultural capitals (see Table 5.1). The multi-capital 

approach chosen is based on a broad umbrella of ideas that describe a range of disaster 

resilience predictors, in contrast to a more narrow (e.g. purely economic) approach. The 

dynamic nature of disasters requires an ability to respond in previously unknown ways, 

where planning for each scenario is not possible (Paraskevas, 2013). Challenges in 

measuring disaster resilience emerge from a recognition that resilience is a process best 

understood in retrospect (Rose & Krausmann, 2013). The DRFH was developed 

following a systematic review of relevant literature that considered retrospective post-

disaster resilience analysis (e.g. Dahles and Susilowati [2015]; Hystad and Keller 

[2008]).  

New Zealand is a country of over 4.8 million people (Statistics New Zealand, 

2018) located on two islands in the South Pacific. New Zealand has had a number of 

major earthquake events in the past seven years including the Christchurch earthquakes 

in September 2010 (Mw7.1) and February 2011 (Mw6.3), and the Kaikōura earthquake 

in November 2016 (Mw7.8) (GNS Science, 2016). Each of these events severely 
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disrupted tourism. The Christchurch earthquake sequence caused major loss of 

accommodation capacity (Orchiston & Higham, 2014). In the Kaikōura earthquake, the 

main access route for tourist traffic, State Highway 1, was blocked for twelve months 

(Hayward, Wright, & Lewis, 2017). The initial impact left 1200 tourists stranded and 

cut all road access to the township of Kaikōura (Stevenson et al., 2017). The Kaikōura 

earthquake was felt across a large geographic area; buildings in WL, 258 kilometres 

northeast of Kaikōura, also suffered damage (Elwood, 2016). These communities are 

still recovering from the earthquake effects on the built and social environments.  

Exploratory data was collected using online surveys. Key outcomes of the analysis 

are described in this article. The two case study sites compare and contrast the contextual 

differences, as well as the nature of the general manager (GM) and staff inputs. The 

research is one of the first to integrate the views of hotel staff at the intersection of hotel 

and disaster management. Previous studies have focused on hotel managers as the 

source of data (Chan & Hawkins, 2010; Chan & Hawkins, 2012; Whitman, Stevenson, 

Kachali, Seville, Vargo, & Wilson, 2014). The employee data is a valuable addition and 

acts to build a more nuanced understanding of how management policies and processes, 

related to disaster resilience, are integrated and understood by the staff. The research 

seeks to test, refine, and support the conceptually-informed DRFH while better 

understanding the disaster resilience of hotels in these two communities. 

2. Background on Disaster Resilience Framework for the Hotel Sector 

(DRFH) 

 Agreement is evident in the literature and shows resilience building is a 

multifaceted endeavour (Cutter, Burton, & Emrich, 2010; Mayunga, 2007). The DRFH, 

used in designing the inquiry’s exploratory survey, considers disaster resilience within 

a capitals context that includes economic, social, human, physical, natural, and cultural 
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capital. The six capitals are further broken down into predictors of resilience. For 

example, social capital predictors include social networks, social cohesion/ 

connectedness, capacity to work as a group, and trust (Table 5.1). The DRFH suggests 

that if a hotel has developed multiple strong networks (Lee, Vargo, & Seville, 2013), 

social cohesion and connectedness within the organisation (Norris, Stevens, 

Pfefferbaum, Wyche, & Pfefferbaum, 2008), the ability to work collectively (Bruneau 

et al., 2003) with high levels of trust (Sydnor-Bousso, Stafford, Tews, & Adler, 2011) 

the hotel could utilise these social capital resources to overcome the negative effects of 

a disaster.  

The predictors describe resources that could be drawn on to reduce disaster effects 

for hotels. These resources aid in achieving a positive recovery trajectory as the hotel 

works through the process of responding to a disruptive event to return to full 

operational capacity. Viewing resilience as a process recognises that the disaster will 

require agile and adaptive approaches throughout the recovery (R. Patel & Nosal, 2017). 

Table 5.1  

 

Disaster Resilience Framework for the Hotel Sector. Adapted from (Brown, et al., 2018) 

Capital 

Resources 

Predictors Key Sources 

Economic 

Capital 

• Availability of resources 
 

(Birkmann et al., 2013; Bruneau et al., 
2003; Norris et al., 2008; Sawalha et 
al., 2013; Sydnor-Bousso et al., 2011; 
Wang & Ritchie, 2010) 

• Diverse income 
 

(Arbon, Cusack, Gebbie, Steenkamp, 
& Anikeeva, 2013; Ritchie, 2004) 

• Financial Strength 
 

(Biggs, Hall, & Stoeckl, 2012; Global 
Reporting Initiative (GRI), United 
Nations Global Compact, & World 
Business Council for Sustainable 
Development (WBCSD), 2015; 
Khazai, 2016; Malhotra & Venkatesh, 
2009) 

• Staff’s economic 
resilience 

(Kwok, Doyle, Becker, Johnston, & 
Paton, 2016; Sydnor-Bousso et al., 
2011) 
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Table 5.1 (continued) 

Disaster Resilience Framework for the Hotel Sector. Adapted from (Brown, et al., 

2018) 
Social 

Capital 

• Social networks 
• Social cohesion / 

connectedness 
 

(Arbon et al., 2013; Biggs et al., 2012; 
Cochrane, 2010; Cutter et al., 2008; 
Faulkner, 2001; Kwok et al., 2016; A. 
V. Lee et al., 2013; Norris et al., 2008; 
Sawalha et al., 2013) 

• Capacity to work in a 
group 

 

(Bruneau et al., 2003; Cochrane, 
2010; A. V. Lee et al., 2013; Ritchie, 
2004; Wang & Ritchie, 2010) 

• Trust (Bec et al., 2015; Cochrane, 2010; 
Khazai, 2016; Norris et al., 2008; 
Sydnor-Bousso et al., 2011; Wang & 
Ritchie, 2010) 

Human 

Capital 

• Health 
 

(Cutter et al., 2008; Wang & Ritchie, 
2010) 

• Skills 
 

(Birkmann et al., 2013; Cochrane, 
2010; Cutter et al., 2008; A. V. Lee et 
al., 2013; Malhotra & Venkatesh, 
2009; Norris et al., 2008; Wang & 
Ritchie, 2010) 

• Capacity to adapt 
 

(Bec et al., 2015; Becken et al., 2013; 
Biggs et al., 2012; Cutter et al., 2008; 
A. V. Lee et al., 2013; Sydnor-Bousso 
et al., 2011) 

• Knowledge  
 

(A. V. Lee et al., 2013; Norris et al., 
2008) 

• Business continuity (Becken et al., 2013; A. V. Lee et al., 
2013) 

Physical 

Capital 

• Life safety 
 

(Biggs et al., 2012; Cutter et al., 2008; 
Khazai, 2016; Malhotra & Venkatesh, 
2009) 

• Business continuity (Bruneau et al., 2003; Khazai, 2016; 
Norris et al., 2008; Sydnor-Bousso et 
al., 2011; Wang & Ritchie, 2010) 

Natural 

Capital 

• Location’s environmental 
risks 

(Khazai, 2016; Kwok et al., 2016) 

• Location’s effects on the 
environment 

(Cutter et al., 2008; Hall et al., 2018; 
Sydnor-Bousso et al., 2011) 

Cultural 

Capital 

• Cultural influence on 
social system 

 

(Arbon et al., 2013; Kwok et al., 2016; 
Wang & Ritchie, 2010) 

• Cultural knowledge (Norris et al., 2008; S. S. Patel, 
Rogers, Amiot, & Rubin, 2017b) 

 

The framework is designed as an all-hazards instrument recognising that 

responses to the complex and diverse outcomes of disruptive events will require unique 

combinations of capital resources (Brown et al. (2018). For example, an earthquake 
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resistant building (physical capital) is essential to life safety in high seismic hazard 

zones (Wellington City Council, 2013). In comparison, training of staff to develop 

critical awareness skills (human capital) is imperative to hotel counterterrorism efforts 

(Wernick & Von Glinow, 2012). 

3. Methods  

The study utilises the DRFH’s 18 predictors (Table 5.1) as a basis for quantitative 

exploration of disaster resilience in the hotel sector in New Zealand. Hotel GMs and 

staff in WL and HB were surveyed to determine the presence of these predictors. The 

following section provides details on the research area, participant selection, and 

development of the survey to explore disaster resilience. This research complies with 

ethics requirements for low-risk research at Massey University, New Zealand. 

3.1 Study Area 

Hotel stays in New Zealand grew by 3% for the twelve months ending January 

2018 to a total of 14,011,000, making hotels the most popular type of accommodation 

by nights (Ministry of Business Innovation & Employment (MBIE), 2018b). Two 

different study areas in New Zealand were chosen. The study areas include one a major 

tourism market (Wellington), and one smaller tourism destination (Hawke’s Bay). Each 

has had unique experiences with significant disruptive events. While Wellington is the 

larger destination, Hawke’s Bay has a history that makes their understanding and 

memory of earthquake disasters unique. Each has distinctive experience with significant 

disruptive events. Wellington, the capital of New Zealand, is one of four gateway cities 

for inbound New Zealand tourism (Tourism Industry Aotearoa (TIA), 2018). The WL 

region has a population of 471,315 as of the 2013 census (Statistics New Zealand, 

2013b). International tourists spent 64% of their money in the four gateway regions 

(Auckland, Wellington, Christchurch, and Queenstown) while travelling in New 
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Zealand (Tourism Industry Aotearoa (TIA), 2018). For the twelve months ending 

February 2018, Wellington’s domestic tourism generated NZD 1,711 million and 

international visitors spent NZD 800 million. These figures constitute a 9% market share 

for WL of the total tourism industry in New Zealand. (MBIE, 2018b).  

The Kaikōura Earthquake (2016) was felt by most in the WL community and 

required the cordoning off of several city blocks and the demolition a number of 

buildings in WL (Elwood, 2016). As of November 2017, fifteen buildings have been 

demolished in WL, and the fate of a few others is still undecided (Rutherford, 2017). 

While not a disaster in WL by most definitions, the Kaikōura earthquake significantly 

impacted the city in ways which continue to resonate across social and economic 

systems. 

Hawke’s Bay is the second study area. Hawke’s Bay has a population of 151,179 

(Statistics New Zealand, 2013a). A devastating Mw 7.8 earthquake struck HB in 1931, 

resulting in 256 casualties (New Zealand History, 2017). The subsequent rebuild 

brought about the town’s pervasive Art Deco building style which has become a 

significant attraction for tourists, and a visual reminder of the 1931 event for the 

residents. The architecture, scenic coastline, and vineyards are integral to the tourism 

product for HB (New Zealand History, 2017). A popular destination for domestic and 

international tourists in New Zealand, the 1931 earthquake has become part of the 

tourism narrative of the area, and its prominence keeps the memory of the earthquake 

fresh for those who work in the tourism sector.  

For the twelve-month period ending with April 2018, HB generated NZD 468.7 

million in domestic tourism and NZD 167.2 million in expenditures by international 

tourists (MBIE, 2018a). These figures represent a 3% market share for HB of the total 

tourism industry in New Zealand. (MBIE, 2018b). 
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3.2 Participants 

For this research the New Zealand tourism quality assurance organisation 

Qualmark’s definition of hotel is utilised. 

The Hotel category includes properties with at least one licensed bar and 

restaurant, on the premises or adjacent, with charge-back facilities. Types of 

rooms include standard rooms, suites, and apartments. All rooms have tea and 

coffee-making facilities and there is on-site management at all times. All provide 

breakfast whether in a restaurant or breakfast room or via room service (Qualmark, 

2013). 

There are a total of 17 hotels in HB and 28 hotels in WL and all were solicited for 

participation in this study. No consideration was given to star or quality ratings.  

Survey participants were solicited through several communications tools. Hotel 

GMs were approached by personal phone calls and emails, followed by a reminder 

phone call and email. The small scale of both case study sites enabled a total population 

sample (rather than stratified sampling). The GMs were invited to 1) complete the online 

survey specifically designed for GMs, and 2) forward the link for the staff survey to all 

of their employees. The GMs served as gatekeepers for the staff survey solicitation and 

distribution because their approval was needed to access the hotel employees. 

Gatekeepers are sometimes required for hard to reach populations (Gray, 2014). This 

was a limiting factor in reaching staff, and potentially resulted in some degree of 

selection bias (see section 5). 

Survey responses were received from 13 of the 18 (one hotel had two GMs) HB 

GMs (72%). The HB staff responses total 13. In WL, survey responses for GMs totalled 

20 of the 28 hotel properties (74%). The WL staff responses were 33. Two additional 
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hotels in WL were closed for work refurbishment/remodelling during the survey period, 

and the GMs were unreachable or unavailable.  

3.3 Development of the Survey Instrument  

The exploratory descriptive survey design included 72 questions for staff and 

GMs and an additional 12 unique questions for GMs concerning organisational details. 

Both surveys included a suite of thirteen organisation resilience questions from Lee et 

al. (2013), which was also applied by Orchiston, Prayag and Brown (2017). The 

remainder were developed from other measures suggested in Brown et al. (2018). These 

measures were developed from the literature and from hotel industry experience.  

Predictors for economic capital’ include diversification of income, financial 

strength, availability of resources and staff economic resilience Survey questions asked 

hotel managers if they had a diverse customer base and if their marketing plans were 

designed to continue developing these diverse markets. Other questions explored 

financial resources of the hotel and insurance. Staff were asked about their savings, 

insurance, and length of employment.  

The DRFH social capital predictors include social networks and cohesion, 

capacity to work as a group and trust. Survey questions asked about friendships at work 

within departments and across departments, work-related activities and team approaches 

to problem solving. Questions also looked at staff/manager trust and staff participation 

in day to day planning as well as disaster planning. 

Human capital predictors in the DRFH are health, skills, capacity to adapt, 

knowledge, and some business continuity topics. Survey questions included determining 

the highest level of education for each participant and whether participants had engaged 

in exercises and/or training for disaster evacuations and other related trainings in the 

workplace. Questions also looked at employment longevity and industry longevity to 
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address some types of skills and knowledge. Questions about disaster planning 

knowledge, as well as procedures for operations that may provide needed information 

in disasters were also included. 

To determine the DRFH physical capital predictors of life safety and other 

business continuity topics related to physical structures, questions regarding building 

code compliance and evacuation paths were asked. Additional questions regarding key 

system redundancies, like power generation, and staff understanding of the systems 

were also investigated. 

The survey addressed the DRFH’s natural capital predictors of environment-based 

risks and hotel impacts on the local environment through questions regarding 

environmental policies and processes. Questions were also asked about organisations 

empowered to act as watchdogs for the local environment. The last predictor category 

is Cultural capital. Cultural knowledge and cultural influence on the social system are 

the cultural capital predictors.  

Demographic survey questions regarding length of time in New Zealand and 

cultural identity were used to measure cultural capital. Multiple-choice questions used 

a five-point Likert scale using 1 for strongly agree and 5 for strongly disagree. A limited 

number of questions included a don’t know option. Agreement indicated the presence 

of the capital predictor, while disagreement indicated the hotel had not applied the 

predictor from that capital, or that predictor was not present. All participants were able 

to skip questions if they desired as they completed the survey. Participants could use 

either a computer, tablet, or smartphone to complete the survey and were provided with 

information regarding their rights per ethical guidelines and confidentiality was assured. 

The three validity measures used by Ritchie, Bentley, Koruth, and Wang (2011) 

in their research of accommodations in Australia were applied in this study. First, a 
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robust analysis of the literature was used in development of the DRFH predictors of 

disaster resilience (Brown, Rovins, Feldmann-Jensen, Orchiston, & Johnston, 2017). 

Second, a pilot study of 11 staff and managers was undertaken to refine the survey 

questions and reduce misunderstandings; and third, key term definitions were included 

in the survey introduction to help reduce misinterpretation. 

Survey data were collected over a six-month period for the main study. More than 

70% of GMs responded. The small sample size of total hotels combined with low 

participation numbers of staff data provides an exploratory picture only (see section 5). 

The data is described with descriptive statistics. Inferential statistics are not appropriate 

for an exploratory survey and no inference can be made to a larger population based on 

the data (Gray, 2014).  

4. Survey Findings 

The following section highlights the results from surveys of staff and GMs. The 

presence of the predictors of disaster resilience was overall positive. Key findings 

include strong economic capital in the form of insurance and financial resources, team 

approaches in management that add to social and human capital, and the contribution of 

safety compliant infrastructure and evacuation routes to the physical capital of hotels. 

Each predictor group and figures illustrating findings are found below. Following the 

predictor groups there is a section presenting data distributions through the use of 

medians. This section contrasts GMs and staff, and WL and HB. The discussion in 

section 5 elaborates on the data and links the findings to disaster resilience in the hotel 

sector.  

4.1 Economic Capital 

 Economic capital is used to determine resource availability in terms of money 

and other financial means (e.g. insurance) of overcoming disaster. Within the DRFH, 
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availability of financial resources, diversity of income, and staff members’ economic 

resilience are predictors of overall economic resilience. In figures 5.1-5.12, agreement 

answering the questions indicates the presence of the predictor of resilience. Total % 

agreed refers to the combined answers from both geographic areas. Figure 5.1 includes 

the economic capital predictors for questions asked of GMs.  

When asked about hotel’s insurance coverage 84.4% of GMs agreed that they had 

comprehensive multi-hazard insurance coverage. The GMs were asked about disaster 

management expense budgets and 56 % agreed that disaster management is a part of the 

hotel budget.  

All GMs strongly or somewhat agreed that their customer base came from many 

different markets. Additionally, 97% of GMs agreed that strengthening that client base 

was their primary marketing aim and 94% agreed that new opportunities for profit 

streams are constantly being sought. Those GMs that answered questions of profitability 

reported 100% of those hotels were profitable in the last year. Financial reserves are 

held by 60% of hotels. 
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Figure 5.1. Economic capital predictors and percentage of GMs confirming predictor 

presence. 

Economic capital for staff was assessed by savings, participation in profit sharing 

or bonus programs, insurance coverage, and length of time employed (Figure 5.2). For 

the total sample, 28% had been employed for more than 8 years at their current property, 

with a median timeframe of 3-5 years. High rates of savings were reported by both 

groups and 42% of staff did not have insurance cover for their personal property.  
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Figure 5.2. Economic capital predictors for individual staff members and percentage 

confirming presence. 

4.2 Social Capital 

Predictors of social capital included four categories: social networks, social 

cohesion/connectedness, capacity to work as a group, and trust. Connections to the 

community were measured by news consumption and connections to other organisations 

(Mayunga, 2007). Capacity to work as a group was measured by problem-solving, 

creative use of knowledge, and valued input.  

Staff primarily agreed (95%) their facilities were taking a team approach to 

planning (Figure 5.4). Similarly, the combined GMs agreed at a rate of 93% that their 

hotels used a team approach to planning (Figure 5.3). Additionally, staff responses 

indicated they felt their ideas were valued (Figure 5.4) as did the GMs (Figure 5.3). Staff 

also felt their opinions were asked. These findings point to how well staff members 

might be included in the decision-making process. 

Staff in WL socialise with co-workers at a higher rate than the staff in HB but 84% 

of staff in both locations have friendships across hotel departments. The GMs (84%) felt 

they were encouraging socialisation within their organisations. There was also high 

consensus that organisations were committed to problem solving and that the hotels’ 
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plans for handling disasters were viable. Of the total surveyed, GMs and staff combined, 

(N=76), 96% agreed (n=72) that hotel leaders take thoughtful actions to resolve 

problems (Figures 5.3-5.4). 

The survey asked if hotels were building relationships with other organisations 

that would be useful in a disaster (Lee et al., 2013). Answers to the question did not 

have the same high level of consensus as many of the other questions (Figures 5.3 and 

5.4). Staff were less confident than GMs that these relationships were being developed.   

 

Figure 5.3. Social capital predictors and percentage of GMs confirming predictor 

presence 
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Figure 5.4. Social capital predictors and percentage of staff confirming predictor 

presence.  

4.3 Human Capital 

Human capital was assessed in the survey with questions in the five predictor 

groups of the DRFH: health and well-being, disaster management skills, capacity to 

adapt, disaster management knowledge, and business continuity (see also physical 

capital for business continuity) (Brown et al., 2018). Figure 5.5 (GMs) and Figure 5.6 

(staff) provide the results of questions in this predictor group.  
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The majority of staff in HB and WL reported participation in planning for disaster 

response (HB 66%; WL 70%), as shown in Figure 5.6. At the same time, these 

percentages vary from questions regarding team approach to day to day planning in 

which HB tallied at 85% and WL at 100% as depicted in Figure 5.4. In both locations, 

staff (93%) and GMs (92%) agreed that they would be able to care for guests in a 

disaster; however, when queried about whether the hotel provides hazard information to 

guests the result was less assured (seen in Figures 5.5-5.6).  

An area of diverse results concerns the willingness of staff and managers to get to 

the job site following a disaster and the actual ability to walk to their properties, which 

may be needed immediately following a disaster. Notwithstanding other important 

concerns, such as caring for family, many staff and managers are willing but may be 

unable to get to the job site. Another interesting finding, a majority of WL staff (80%) 

and GMs (85%) reported previous experience with disaster either at home or at work in 

comparison to lower numbers from HB (staff 54%; GMs 58%).  

Staff and GMs had similar agreement on many areas that need some work. For 

example, when asked if key organisational people were unavailable would others be 

available to step into those roles (Lee et al., 2013), 14% of staff disagreed and 16% of 

GMs disagreed (Figures 5.5-5.6). Despite this, the majority felt the hotels had coverage 

for the roles. The combined staff reported that 74% had participated in disaster response 

exercises and 70% had participated in disaster planning. 
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Figure 5.5. Human capital predictors and percentage of GMs confirming predictor 
presence. 
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Figure 5.6. Human capital predictors and percentage of staff confirming predictor 
presence. 
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4.4 Physical Capital 

 A positive relationship exists between disaster resilience and physical capital 

(Mayunga, 2009). In the DRFH, physical capital predictors are broken into two 

categories: life safety and business continuity. Within the physical capital predictor 

group, HB and WL showed similar opinions with a few exceptions noted below in 

Figures 5.7-5.8. The GMs showed some variation from staff in questions concerning 

life safety.  

Some positive predictors include the hotels’ compliance with local building codes; 

HB GMs reported 100% compliance with current codes while 85% of WL GMs agreed 

they were compliant (note: one WL GM selected strongly disagree). Within the business 

continuity questions the GMs (100%) strongly agreed or somewhat agreed that critical 

data was backed-up or printed daily (Figure 5.7). Staff had a slightly different 

perspective as shown in Figure 5.8 below.  

Based on responses from GMs 38% of properties have back-up power generation 

capability and 69% have emergency supplies of food and water (Figure 5.7). With 

regard to power generation, 77% of staff believe their properties have back-up power 

generation, almost twice the percentage of GMs confirming back-up power generation 

capacities. Redundancies for critical systems were reported by 80% of GMs. Also, 

within the business continuity questions, the GMs (100%) agreed that critical data was 

backed-up or printed daily (Figure 5.7). Staff had a slightly different take with 83% of 

total staff agreeing (Figure 5.8). This question offered don’t know as a choice, but none 

of the staff selected this answer. 
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Figure 5.7. Physical capital predictors and percentage of GMs confirming predictor 

presence. 

 

 

Figure 5.8. Physical capital predictors and percentage of staff confirming predictor 
presence. 
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4.5 Natural Capital 

Natural capital predictors include the hotel’s exposure to natural hazard risks and 

the hotel’s effects on the natural environment. Figures 5.9-5.10 provide compilation of 

GM and staff answers to key questions in this section 

Both staff and managers in WL and HB agreed that the hotel considered the local 

environment in policies, including inclusion of recycling programs. Staff and GMs in 

both locations also agreed that their locations offered safe evacuation paths if needed 

with 96% of GMs agreeing and 97% of staff agreeing. 

 

Figure 5.9. Natural capital predictors and percentage of GMs confirming predictor 

presence. 

 

 

Figure 5.10. Natural capital predictors and percentage of staff confirming predictor 
presence. 
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4.6 Cultural Capital 

Cultural capital can be difficult to measure quantitatively, as many cultural aspects 

are intangible, suited better to discussion and detailed qualitative exploration (Cochrane, 

2010). The exploratory quantitative data collection used nationality and length of time 

in New Zealand to measure cultural capital. These questions are based on people with 

strong connections to an area over time having more historical knowledge of events and 

risks, which will contribute to building risk literacy and resilience. Figures 5.11-5.12 

report data for cultural capital predictors. The data (Figures 5.11-5.12) shows GMs 

identify as New Zealanders (65%) more often than staff (48%), and a majority of both 

groups have lived in New Zealand for at least 8 years.  

 

Figure 5.11 Cultural capital predictors and percentage of GMs confirming predictor 

presence. 
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Figure 5.12. Cultural capital predictors and percentage of staff confirming predictor 

presence. 

 

4.7 Distribution Comparisons 
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were greater than 2.0 (6%) and 15 who had total values between 1.1 and 2.0 (45.4%). 

Staff had only a few medians that were higher than GMs. 

Median values across geographic areas of WL and HB are also similar with few 

outliers. Individual total median scores of capital predictor groups from 1.1-2.0 for HB 

respondents (N=26) was n=13 (50%) and for WL respondents (N=51) was n=26 

(50.9%).  Individuals with scores of 2.0 or above in HB totalled 4 (15.3%) and in WL 

totalled 8 (15.6%).  

The overall results from this analysis shows capital resources readily available in 

most groups, with similar outliers in a few cases. In all four of the median composite 

charts cultural, and to a lesser extent natural capital scores, stand out as areas of slightly 

less agreement on capital resources. These areas will be discussed further below (see 

section 5) together with the other results from the survey and study limitations. 

5. Discussion 

Resilience to disaster is not an outcome, but rather a process (Cutter et al., 2008; 

Norris et al., 2008). The process includes constant learning and development of a 

multitude of skills and capacities (Cochrane, 2010; Cutter et al., 2008). Evidenced most 

clearly post-disaster, resilience can be seen in the effects and magnitude of disruption 

on the community (and its stakeholders) (Rose, 2006). However, disaster resilience is 

built in the days, months, and years prior to an incident (Bosher & Dainty, 2011). With 

that in mind, this exploratory survey highlights the nature and range of capital resources 

available for these hotels to draw on if a disaster occurs, based on the DRFH. Cutter et 

al. (2008) describes two qualities of resilience: inherent qualities that allow for smooth 

operation during regular times; and adaptive qualities that allow for flexible and positive 

momentum during and after a disaster. Within the DRFH, both qualities are described 

by predictors. Adaptive qualities are found primarily within the social and human capital 
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groups. Inherent qualities include financial conditions, physical building characteristics, 

the natural environment, and some cultural understandings. All qualities can be 

improved, increased, and strengthened to allow for improved adaptive qualities.  

The financial condition of the hotel before a disaster can affect business recovery 

(Webb, Tierney, & Dahlhamer, 2002). As an introductory step in refining the DRFH, 

the surveyed area’s responses demonstrate many capital resources will be available in 

times of disaster to assist with responding to and recovering from disasters. Profitability 

and financial reserves help strengthen economic capital (Biggs et al., 2012) and hotel 

GMs reported both profitability and, to a lesser extent, financial reserves are available 

to their organisations. The importance of economic capital is illustrated in a case study 

of a hotel in Thailand. Following the 2004 tsunami, financial survival was a major 

challenge; the disaster response and recovery fell within the property’s high season and 

financial resources were depleted (Henderson, 2005). When a disaster occurs, getting 

back to business may require additional capital expenditure funds and operating capital 

to be available in the absence of income from guest receipts. The relatively strong 

economic capital described by GMs in the New Zealand context provides a measure of 

resilience in the immediate aftermath of a disaster.  

Insurance coverage has traditionally been considered important for disaster 

recovery, by helping to minimise overall loss (McEntire, 2004). A large percentage of 

hotels in both areas reported having multi-hazard insurance coverage for disasters. As a 

predictor of economic capital, insurance coverage among these hotels provides 

increased resilience. A caveat must be stated, however, that the specific nature of 

individual insurance policies (including exclusions etc.) will have a significant influence 

on the net benefit of the insurance cover after a disaster. 
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Diverse income streams can help a business weather market changes (Arbon et 

al., 2013). “Due to the global nature of tourism, a catastrophic occurrence in one city, 

state, or country, has wide-ranging impacts elsewhere” (Todman-Lewis, 2017, p. 17). 

When considering the hotel industry, for example, a disaster in a traveller’s home may 

decrease travel from that region while the community responds and recovers to its 

domestic disaster. Businesses that are heavily dependent on one market segment may 

suffer in this scenario. Hotel GMs agreed that they have diverse customer bases and are 

marketing to these bases while constantly scanning for new opportunities for their 

organisations, all of which enhances their economic capital resilience. 

Gaps revealed by this survey could become strategic foci for hotel managers to 

enhance their organisation’s disaster resilience. For example, regarding economic 

capital, disaster management expenditure is not currently budgeted by many hotels in 

either HB or WL. In other business contexts, a lack of a dedicated budget allocation (or 

budget line item) was cited as a reason for less proactive disaster planning (Ritchie et 

al., 2011). Even small budgets can provide for important exercises and training that 

could improve adaptive capacities. Exercises that included cross-department training 

can minimise silos and provide an improved team approach to operations, something all 

GMs felt was important to their operations. Strategies that diminish silos are important. 

Silos can cause disconnection and disjointed communication, which work against 

building adaptive capacities (Lee et al., 2013).  

Hotels in the research case studies reported having social capital resources to draw 

on in disaster. Social networks and community engagement are important components 

of social capital and when developed, can reduce the impacts of a disaster (Cutter et al., 

2010). An organisation that prioritises relationship building with staff will find that staff 

are ready to step up and contribute when needed (Hall, Prayag, & Amore, 2018). Also, 
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an ability to make network connections and work with organisations in the community 

adds to a hotel’s resilience to disasters (Orchiston, Prayag, & Brown, 2015). Networks 

are present between hotels and organisations that may be valuable partners in a disaster 

situation, although there is still unrealised potential to expand and extend these networks 

based on survey results. 

 Building on existing team approaches to everyday operations offers an 

opportunity to apply disaster-related activities more uniformly. Staff were less often 

involved in the process of disaster planning when compared to their involvement in 

overall operations. Stakeholder involvement (which includes staff) is often cited as a 

challenge in disaster planning; nevertheless, a commitment to involving stakeholders 

throughout the process is integral to resilience building (Kapucu, Hawkins & Rivera, 

2013). Staff are an important stakeholder group and disaster plans may benefit from a 

wider perspective, which will also build social and human capital. 

Other important social capital factors included social cohesion in the workplace 

and trust in leadership. Results suggest that social capital, in the form of cohesion and 

trust, is available in many forms within the hotel sector in both cities. High percentages 

of staff in both areas reported having friendships within their department, as well as 

across departments. Trust encompasses both trusted sources of information (Norris et 

al., 2008) and trust in members of networks (both within and outside the organisation) 

(Khazai, 2016; National Research Council, 2014). Staff recognised the problem 

resolution capacity of the organisation showing confidence in the organisations’ ability 

to recognise and resolve issues. Additionally, staff trusted that hotel plans for disaster 

would work if tested, demonstrating a trust in leaders and co-workers.  

Length of employment can also add to social capital through increased social 

connectedness and long-term relationships. The hotels in both cities reported having a 
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relatively stable workforce, with a median time of employment being 3-5 years. The 

longevity of employment exceeded average levels in the New Zealand retail sector. In 

2016 the New Zealand retail trade, including accommodation and food service 

industries, reported 13.5% of employees working at their job more than 10 years with a 

median time employed of 2 years (Statistics New Zealand, 2016). Staff longevity also 

contributes to human capital by demonstrating familiarity with their overall facilities 

and the hotel industry. Furthermore, the relative stability of employment contributes to 

economic capital for staff members and their households by providing a stable source 

of income. An individual’s sense of well-being contributes to their resilience and is a 

critical resource for adapting in the face of adversity (Hall et al., 2018). Well-being is a 

core element of resilience capacity and is linked to adaptive capacity (Kuntz, Näswall, 

& Malinen, 2016). Resilient staff are more likely to be available to an organisation 

during disasters. The staff surveyed indicated most have a positive sense of well-being 

and felt in control of their lives. The majority of GMs also responded that they felt 

control over their lives and circumstances. The predictors contribute to the 

organisations’ overall resilience (Kuntz et al., 2016). These results are indicative of 

human capital resources. 

Members of an organisation with knowledge and skills covering a variety of 

possible disasters can act with improved effectiveness when disasters occur (Lee et al., 

2013). A study of influence on accommodation managers’ intentions to engage in 

disaster planning found that previous experience with disaster was linked positively with 

the intention to act (Wang & Ritchie, 2012). Experience in disasters is essential as it 

provides improved resilience though actual event knowledge and psychological 

resources to draw on moving forward (Hall et al., 2018; Webb at all., 2002). Staff and 

GMs reported having experienced previous disasters, particularly in WL. In the case of 
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New Zealand, the Kaikōura earthquake (magnitude 7.8) in November 2016 gave many 

hotel staff an opportunity to develop a deeper understanding of hotel earthquake 

response actions, and to test their knowledge of procedures.  

Confidence in organisational response capacity was reported by staff; further, 

GMs had similar confidence in the organisational planning. Disaster planning is an 

important core function of hotel managers (Ritchie et al., 2011). Wang and Ritchie 

(2010) suggest pre-event planning can decrease negative effects; yet, there still exists 

some negative attitudes towards planning. In a 2011 study of accommodation managers 

in Australia, Ritchie et al. (2011) found 75% of those surveyed had undertaken disaster 

planning. Likewise, this exploration of HB and WL hotels found that high numbers of 

GMs have engaged in disaster planning, participated in disaster response training and 

exercises, and have confidence their plans will work in a disaster. The majority of staff 

have a good awareness of hotel disaster plans, have some training, and believe that 

planning efforts will be effective. The research revealed a strong connection between 

disaster plans, staff knowledge, and awareness of the plans, which is a valuable addition 

to the literature because the data links what GMs believe is known by staff to what staff 

actually know. The total contribution to human capital becomes multifaceted as both 

managers and staff add value to the level of available resources.  

A risk to business continuity after a disaster is presented by the challenges of staff 

being able to physically make their way to work due to impassable roads and distance 

from home. Approximately half of the staff in HB and half of the GMs in WL indicated 

they would be unavailable to work immediately following a disaster. This unavailability 

is based on their commute distance to work, even though most GMs and staff indicated 

a willingness to get to work. If a disaster strikes at night when the hotel has many guests 

in residence and minimal staff on duty, an inability of staff to make their way to the job 
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site could prove problematic. Staff must play a role in the welfare and safety of those 

guests even during overnight hours at hotels. Limitations on staff availability have 

affected hotels’ abilities to remain operational and provide service following a disaster 

(Lamanna, Williams & Chiders, 2012). A proactive approach to training staff across a 

number of roles can alleviate potential role gaps, and contribute to enhancing human 

capital within the organisation. Geographical and logistical concerns about distance and 

challenges to get to work (e.g. road damage) do not have clear solutions. 

The resilience of the built environment (including critical lifelines and 

infrastructure) is important for life safety, response and recovery (Mayunga, 2009). 

According to respondents, physical capital resources for life safety are high for the 

surveyed hotels, based on good building standard integration and evacuation route 

availability. Webb et al. (2002) studied long-term business recovery following the Loma 

Prieta earthquake and Hurricane Andrew and found that prolonged closure was a strong 

determinant of business failure. New Zealand’s recent earthquake experience confirms 

the importance of robust buildings codes. Hotel GMs reported the majority of properties 

comply with building standards. Physical structures built to withstand local hazards is a 

significant contribution to physical capital. This research does not assess the building 

standards of the area, only GMs' report of building compliance. Codes are geared to life 

safety and may not describe the buildings ability to remain operationally viable after an 

earthquake. 

A hotel’s physical location and exposure to hazard risks influences its resilience. 

For example, in an area with tsunami risk, the location of the building and the proximity 

of high ground has implications for life safety of host guests and staff. Evacuation routes 

are integral to disaster resilience (Cutter et al., 2008). Staff and managers agreed the 

hotels offered safe evacuation routes if needed in a disaster.  
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The research suggests some conflicting knowledge regarding critical data back-

up systems and back-up generators for emergency power supply. With regard to 

emergency systems, results from the staff are contradictory regarding available back-up 

power generation, which might suggest a lack of staff awareness related to insufficient 

training. This gap could be significant in the case of a disaster occurrence when hotel 

managers are not on property and staff need to activate emergency systems. Staff also 

had less positive responses regarding critical data back-up systems compared to GMs. 

The Christchurch earthquakes caused major issues for hotels in terms of access to data, 

with many hotels within the business district cordon being unable to access their 

buildings to remove hard drives or paper files for months after the February earthquake 

(Orchiston, Vargo, & Seville, 2012). GMs are encouraged to take a more inclusive 

planning approach for disasters, including access to back up systems during a disaster. 

The solicitation of more input from staff can increase understanding of information on 

hotel disaster systems for staff throughout the hotel. The data suggests staff concerns 

for some critical data back-up processes that GMs did not identify. Through the 

collaborative process, gaps in data needed and secured through back-up systems may 

also be illuminated and ultimately added to physical capital’s resilience contribution 

through improved business continuity resources. 

A greater appreciation for natural capital can result in increases in disaster 

resilience (Mayunga, 2009). Natural capital includes the hotel and local tourism 

community’s respect for the natural resources that attract visitors. Tourism is interlinked 

with natural resources (Cochrane, 2010). Tourism that negatively impacts the beauty of 

an area can affect the long-term sustainability of a destination (Hall et al., 2018). The 

hotel’s environmental consciousness affects the ecosystem they are a part of; examples 

can include internal recycling programs and sustainable environmental policies. Both 
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GMs and staff surveyed agreed that hotel’s actions and policies considered 

environmental impacts. The natural environment can provide protection from some 

disasters, as demonstrated by the importance of natural coastline features such as 

mangroves, dunes, and reefs for mitigating storm surge (Mahon, Becken, & Rennie, 

2013). Based on survey data, hotels are advocates of the natural environment and its 

importance in safety and tourism.  

The ability to care for guests in a disaster was expressed by staff and GMs; 

however, the survey data shows a gap in the availability of information guests are 

provided with regarding local risks. As a minimum best practice, guests should be 

informed verbally of where to find important safety information in their rooms (Cheung 

& Law, 2006). The safety information may include life safety details based on the local 

hazardscape. For example, safety placards in hotel rooms can also outline the ‘drop 

cover and hold’ procedures, and also the location of high ground if in tsunami inundation 

zones for areas with earthquake and tsunami hazards. 

Cultural knowledge of their area, which may be valuable in an unfolding disaster, 

was indicated for GMs and staff in hotels in WL and HB. Fewer New Zealand staff 

could mean less awareness of local hazards and safe response reactions. New Zealand’s 

tourism industry relies on migrant staff to supplement their local personnel. Even so, 

relatively long periods of employment of many staff suggests that they are likely to have 

experienced earthquakes or been exposed to public education messaging about the 

appropriate actions to take during an earthquake for their safety. One aspect of cultural 

capital includes special local knowledge (Norris et al., 2008; S. S. Patel, Rogers, Amiot, 

& Rubin, 2017a). A study by McAdoo, Moore, and Baumwoll (2008) found that recent 

arrivals to the Solomon Islands died in disproportionate numbers compared to the 

indigenous population during the 2007 tsunami. The indigenous population had stories 
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handed down on what to do and how to recognise the danger of a tsunami and acted 

appropriately. In contrast, visitors to the region where unaware of the risks, as well as 

the best actions to take during a tsunami. Community memory is particularly helpful in 

low-frequency high impact events like a tsunami  

Hotels in Jordan did not have systems and strategies in place to reduce risk, 

prevent, and adapt to disasters according to a study by Sawalha et al. (2013). The data 

from this study of New Zealand hotels shows quite the opposite. A variety of resources 

are available for use in a disaster. Furthermore, systems and strategies for disaster 

preparedness and response are in place at most properties. The difference may be linked 

to New Zealand’s recent experience with earthquakes; hotels in the region may be more 

conscious of disaster effects than areas that have not had recent experiences effecting 

large areas.  

The research carries some limitations. Insights into disaster resilience within the 

hotel sector were derived from an exploratory survey of hotels in two New Zealand areas 

and lay the groundwork for further research. The results of this research are not 

generalisable across the hotel industry because the sample may not reflect a true cross-

section of the target population. For example, all staff who answered the survey reported 

being employed full-time; however, based on the data of employees from GM surveys 

HB hotels employ 45% part-time staff and WL GMs' survey reported 48% part-time 

staff. The staff represented do provide data from a staff perspective, but without a much 

larger sample that includes both full and part-time staff an inference for the whole 

organisation is incomplete.  

Additionally, the small hotel sample size makes it hard to generalise without a 

clearer understanding of the hotels which did not participate. The non-participants may 

have very different answers, changing the data substantially. Still, the exploratory data 
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provides a starting point to understand and manage disaster resilience building for the 

hotel sector.  

General Managers were quick to respond to the survey but it was more challenging 

asking for further participation through recruitment of staff as GMs served as 

gatekeepers (see section 3.2). A richer understanding of staff ideas and attitudes will 

require a novel approach to collecting data and may not be possible on a community-

wide basis due to the difficulty in reaching the group with or without a gatekeeper. 

It is unclear what role the organisational resilience of a single entity, such as a 

hotel, plays in wider destination-level tourism resilience (Hall et al., 2018). Lee et al. 

(2013, p. 29) suggest “organisational and community resilience are two sides of the 

same coin” and are intricately reliant on each other. Certainly, those people associated 

with a more resilient organisation are more likely to continue to have jobs and income 

after a disaster. In doing so, the resilience of the community is enhanced by having 

continued economic and social support through business continuity. This argument for 

improved disaster resilience of hotels supports the value each business brings to the 

community during good times, and when disaster strikes. 

6. Conclusion 

Research in the area of hotel resilience to disasters requires an understanding of 

resilience across the business model (Hall et al., 2018). The application of a capitals 

approach has presented a useful method for capturing a broad range of resilience 

practices and behaviours. This exploration focused on hotels in two New Zealand areas; 

both locations were found to have many available resources to draw on in a disaster. 

Strengths and gaps highlighted in the text can be used by GMs to consider next steps in 

building disaster resilience. For example, recommendations include GMs take a more 

inclusive approach to disaster planning, add disaster management to the budget, and 
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consider improving back-up power generations systems. Results identified some gaps 

between staff and management and highlights that staff are a critical human capital 

resource; investing in them through effective training and involvement in disaster 

planning is essential. Moreover, a review of safety information provided to guests is 

recommended for some hotels. The study enhances the DRFH by surveying its 

predictors of resilience for hotels. Additionally, the discussion offers some practical 

suggestions and solutions towards building disaster resilience in hotel leadership.  

A nationwide study in New Zealand, as well as surveys in different areas with and 

without recent disasters would improve our current understanding of how hotels are 

approaching resilience. The enhanced data will enable proactive resilience-building 

approaches to be developed. Applying these measures, in a case study approach, to areas 

where disasters have occurred may help to validate and refine the measures. If the survey 

instrument were to be applied to a larger group of participants this would allow the 

DRFH to be more robustly reviewed and evaluated through other types of quantitative 

analysis. This increasingly reliable survey instrument could then be used to review 

resilience measures by reassessment in post-disaster scenarios.  

Academic discourse on disaster resilience continues to build momentum through 

increased research in the field. Research into resilience has more than quadrupled in 

recent years as compared to 2005-2009 (Hall et al., 2018). Exploration of disaster 

resilience with a focus on the hotel industry adds to the literature and sets the stage for 

studies in other types of accommodations, as well as other types of tourism business. 

The importance of expanding research to include a wider group of stakeholders, 

specifically staff, is also underscored in the findings. The increased knowledge will 

continue to refine our understanding of resilience and how best to keep people and 

businesses protected from the impact of disaster impacts.   
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Chapter Summary 

This chapter presented, in journal article format, the findings and discussion of the 

exploratory survey of hotel staff and managers in WL and HB. The data found resilience 

predictors present in hotels. Identified gaps include a need to include disaster 

management activities in budgets, a recommendation to develop a more inclusive 

disaster management planning, and improve power generation redundancies. The next 

chapter will further evaluate the predictors in the DRFH through triangulation of 

interview data and secondary data. 
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Chapter Six: Interviews and Secondary Data 

The interview and secondary data collected during this research are the subject of 

the journal article in Chapter Six. This data was also collected with the DRFH 

framework as the foundation for inquiry. The article describes the details of the 

interview process, findings, and discussion of the data. Secondary data was added to this 

article to provide further foundation for the capitals in places where interview data was 

not present or limited. The overall objective was to have at least two sources of data for 

each predictor to develop a strong basis for the DRFH predictors. The combination of 

interviews, secondary data, and survey data were able to form a cohesive picture of each 

predictor and how well developed the resource is for the hotel. Chapter Six discusses 

only the data from secondary resources and interviews and is presented as a case study.  

This article is presented in a pre-production version format and formatting 

complies with journal formatting specifications which vary from the overall thesis 

formatting. Submission of this article to the Cornell Hospitality Quarterly was 

completed in July 2018 with revisions requested and submitted that added to the clarity 

of the data. Revisions are under review. The revised article is presented in this chapter. 

Cornell Hospitality Quarterly discusses trends in hospitality management. Based on 

editorial decisions this article may publish in an alternate journal. 
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Exploring Disaster Resilience Within the Hotel Sector: A Case Study of 

Wellington and Hawke’s Bay New Zealand 

 

Brown, N. A., Feldmann-Jensen, S., Rovins, J. E., Orchiston, C., & Johnston, D. 

(2019). Exploring disaster resilience within the hotel sector: A study of 

Wellington and Hawke’s Bay New Zealand. Re-submitted to Cornell 

Hospitality Quarterly Feb 2019, 1-40.   

 
Abstract 

Hotels are an important part of the tourism landscape, providing both a valued 

service for tourists and a significant contribution to community vitality through 

generating employment. Disaster resilience is important for hotels because resilience 

reduces downtime after a crisis, supports tourist welfare, and provides continuity of 

employment. The objective of this research is to explore hotel disaster resilience with a 

multiple methods case study approach, utilizing a capital-based framework. The case 

study describes key informant interviews from managers and employees at hotels in 

Wellington and Hawke’s Bay, New Zealand. Results suggest that many resources are 

available for hotels, should disaster strike, and uncovers a few gaps to be addressed that 

will build disaster resilience. Recommendations include the need to develop an all-

hazards approach to training and exercises and integrate staff fully in the process. 

Development of multiple resources prior to a disaster and continued investment 

afterwards can enhance and build disaster resilience over time.   

 

Key Words: Disaster; Hotel; Tourism; Resilience; Staff; Employees; Management 
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1. Introduction 

Hotels are important as places of employment, integral to a community’s well-

being, and as attractions for tourists that combine with other assets to enhance tourism 

growth. The status of a hotel’s disaster resilience can have a profound effect upon the 

local economy (World Tourism Organization (UNWTO) & International Labour 

Organization (ILO), 2013). An example of hotels’ effects on a tourism sector can be 

found in 2008 when Hurricane Omar (a Category 3 hurricane) impacted the small island 

state of St Kitts and Nevis (International Monetary Fund, 2009). Few long-lasting 

consequences of the hurricane were felt on St. Kitts, despite numerous small beach 

businesses being devastated. The main beachfront hotel on the island was ready when 

Omar hit, they had prepared strategies to limit damage, and as a result weathered the 

storm with only minor damage. Hotels have a responsibility to be prepared to face 

disaster and recover quickly (Henderson, 2007) and this hotel demonstrated their 

commitment by their preparations and quick recovery. The sister island, Nevis, 

experienced very different outcomes. While the hurricane force and strength was the 

same for the sister islands, the main beachfront resort on Nevis was flooded and 

sustained major damage. Most of this damage was attributed to the hotel’s location, with 

respect to the shoreline, and insurers requested substantial redesign of the property to 

limit future flooding (International Monetary Fund, 2009). The hotel was closed for two-

years causing far-reaching economic effects for not only Nevis; effects cascaded to St. 

Kitts and non-tourist industries, including the agriculture industry (International 

Monetary Fund, 2009).  

The study of disaster resilience in the hotel sector has been limited. Recent 

resilience research has focused on the wider tourism sector (Hall, Prayag, & Amore, 

2018; Orchiston & Espiner, 2017) or specific aspects of disaster management activities 
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(Jiang & Ritchie, 2017; Kato & Charoenrat, 2018). For example Nguyen, Imamura, and 

Iuchi (2018) studied hotels in three Japanese cities to understand aspects of disaster 

preparedness. They found barriers to preparedness included challenges in funding 

disaster management activities, conducting staff trainings, and communication of local 

hazards to guest. These studies add valuable knowledge at the intersection of disaster 

and tourism. However, disaster resilience requires a clear understanding of resilience to 

what, and resilience by whom (Martin-Breen & Anderies, 2011). This case study 

considers hotels in two areas of New Zealand and the context of their resilience to 

disaster. 

Disaster resilience for hotels has been defined as “A dynamic condition describing 

the capacity of a hotel, together with its stakeholders (staff, guests, the local 

community), to assess, innovate, adapt, and overcome possible disruptions that are 

triggered by disaster” (Brown, Rovins, Feldmann-Jensen, Orchiston, & Johnston, 2017, 

p. 365). This definition does not seek to define disaster by type (e.g. earthquake, 

pandemic); rather, it considers available hotel resources and actions, which may 

overcome or limit the effects of any major disturbance. An all-hazards approach is taken 

in this view of disaster resilience, exploring the resources needed to regain full 

operational status regardless of the source of the disrupting event. Orchiston and Espiner 

(2017) observe that resilience building activities have applications across a variety of 

scales of change brought on by disaster. 

The purpose of this study is to investigate aspects of a case study is to investigate 

components of a disaster resilience framework developed for the hotel sector with regard 

to two New Zealand tourist destinations (Brown, Orchiston, Rovins, Feldmann-Jensen, 

& Johnston, 2018). The Disaster Resilience Framework for the Hotel Sector (DRFH) 

breaks disaster resilience into capital groups and predictors to measure disaster 
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resilience. The DRFH was then the subject of an initial exploratory survey. Participants 

in the survey were from hotels in Wellington and Hawke’s Bay New Zealand (Brown, 

Rovins, Feldmann-Jensen, Orchiston, & Johnston, 2019).  This case study aims to 

further consider aspects of the DRFH through additional data types including secondary 

data and semi-structured interviews, using the DRFH predictors to better understand 

how resilient to disaster the studied hotels are, and investigate possible barriers to 

resilience building. While survey data provided a picture of aspects of resilience for 

studied hotels, the introduction of additional sources of data can allow for a more robust 

investigation of these hotels’ disaster resilience.   

The geospatial context of the case study is Wellington (WL) and Hawke’s Bay 

(HB), New Zealand. Wellington is the capital city of New Zealand located at the 

southern tip of the North Island; the region captured 10% (NZD 2,166 million) of 

tourism spend for the year ending March 2015. Wellington is one of four gateways cities 

for tourism in New Zealand (Tourism Industry Aotearoa (TIA), 2018). Hawke’s Bay, 

also on the North Island, is located on the north-eastern coast. The Hawke’s Bay region 

captured a 3% market share (NZD 691 million) of the 2015 tourism spend for New 

Zealand (Ministry of Business Innovation & Employment (MBIE), 2016). Hawke’s Bay 

is known for its warm climate and wine industry (100% Pure New Zealand, 2018),  

Both Wellington and Hawke’s Bay lie within New Zealand’s highest seismic 

hazard zone, and are prone to earthquakes and tsunami from a number of different 

sources (Stirling, McVerry, & Gerstenberger, 2012). The results of this research 

highlight that earthquakes in WL and earthquakes and tsunami in HB were identified by 

staff as the most likely hazard events. Much of the data from interviews discusses these 

two hazards.  
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A recent focusing event occurred in November 2016. A magnitude Mw7.8 

earthquake took place on the South Island of New Zealand in the Kaikōura area. The 

earthquake occurred shortly after midnight and was felt strongly in Wellington. As a 

result of the earthquake, many city blocks were cordoned off in the Wellington central 

business district and a few buildings required full demolition (Elwood, 2016). This 

experience, still rich in the memories of many hotel staff, was captured in the interviews. 

News of the earthquake was prolific and provided the entire country an opportunity to 

consider their risk factors. The interviews discussed in this study took place within 

twelve months of this earthquake. The analysis of interviews and secondary data finds 

many capital resources are being developed in advance of disasters and will be available 

for hotels in the study area to draw on if disaster strikes.  

The combination of staff and manager thoughts and ideas adds to our 

understanding of how well policy and procedures are understood and integrated 

throughout hotel properties. Significantly, this study is one of the first to incorporate a 

wide variety of other employee perspectives in addition to manager input. 

2.  Background on the Disaster Resilience Framework 

for the Hotel Sector (DRFH) 

The DRFH’s primary objective is to add to the understanding of disaster 

resilience in the hotel sector. The DRFH (see Figure 6.1) was developed from a 

systematic literature review, and describes six resilience based capitals: economic, 

social, human, physical, natural, cultural (Brown et al., 2018). Within the capital 
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groups, 18 predictors describe characteristics of disaster resilience for hotels.

 

Figure 6.1. Framework for disaster resilience within the hotel sector. (Brown et al., 
2018) 

 

The DRFH was developed for the study because it utilises a multi-faceted 

approach by describing capital groups and predictor subsets, which are specific to the 

hotel sector. This multi-faceted construct of resilience is substantiated in the literature 

(Cutter et al., 2008; Mayunga, 2007; Miles, 2015; Norris, Stevens, Pfefferbaum, Wyche, 

& Pfefferbaum, 2008). A community resilience framework by Mayunga (2007) 

included five major forms of capital, with multiple indicators to describe each capital. 

Development of a community resilience model by Cutter et al. (2008) included six 

dimensions, also with multiple variables further defining each dimension. Another study 

of community resilience applied 4 constructs with 29 variables to a framework for 

community resilience defining dimensions across human and infrastructure components 



182 

 

(Miles, 2015). The DRFH is designed in support of these concepts and others, analysing 

those measures that apply to the hotel sector and applying each to a capital group. 

Staff and GMs in both WL and HB were surveyed using the predictors of the 

DRFH as a basis for questions (Brown et al., 2019). The exploratory survey showed 

predictors of resilience present for the sample group in each of the capital groups. Some 

of the areas where hotels had gaps in their resilience included a lack of budget for 

disaster management activities, limited information regarding hazards available to 

guests, low rate of back-up power systems, and less inclusion of staff in disaster 

management planning than in other types of operational plans (Brown et al., 2019). This 

article adds contextual detail to the previously published survey data as well as 

substantiation to some data collected using a case study approach. For example, the 

survey data report that 74% of staff were participating in disaster response exercises 

(Brown et al., 2019 p. 115). Deeper discussion with staff members reveals that while 

they are participating in fire drills regularly they would benefit from exercises using an 

earthquake and tsunami scenario. Many interviewees did not have a clear idea of 

protocols in non-fire emergencies. 

3. Methods 

A pragmatic worldview underlies this research, recognising the value of a multiple 

research methods in answering some questions (Creswell & Plano Clark, 2017). The 

case study follows an earlier project that explored the DRFH by surveying hotel staff 

and managers using the DRFH predictors to develop concepts of hotel resilience more 

fully (Brown et al., 2019) and all data is collected to detail aspects of disaster resilience 

as described by the DRFH. 

The case study includes qualitative data collected for this project in the form of 

semi-structured interviews with staff and managers from hotels in Wellington and 
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Hawke’s Bay. The semi-structured format allows the interviewer to collect information 

while probing for insights (Gray, 2014) into the disaster resilience of hotels. Participants 

shared their views and experiences, contributing to rich and contextualized qualitative 

data not readily captured through quantitative surveys (Creswell & Plano Clark, 2017). 

The previous study provides a view of disaster resilience for hotels (Brown et al., 2019). 

However, qualitative data development offers an opportunity to collect details a survey 

cannot capture. All interviews were standardized by utilizing a single interviewer and 

standardised interview protocol to direct the flow of conversation (Gray, 2014). The 

interviews were guided by discussion prompts covering aspects of resilience. The small 

sample size makes generalisation across a wide audience difficult, but offers an 

opportunity to develop a picture of disaster resilience for these hotels but makes 

generalisation across a wide audience difficult. 

This case study is part of a sequential research design. Participant hotels were 

selected based on their engagement in the previous survey (Brown et al., 2019) and the 

willingness of the GMs to allow staff members and themselves to continue to engage in 

the study. Initially two hotels from each area agreed to participate in the interviews. A 

third hotel in WL was solicited to achieve data saturation.  The five participant hotels 

include local and international brands as well as hotels with rooms ranging from less 

than 50 to over 200. This is representative of the range existing in the two regions. Staff 

members were selected by GMs. The GMs were asked to provide staff members from a 

variety of departments to gain insights from different perspectives throughout the hotel.   

Due to the busy schedules of the participants, there was limited time to conduct 

the interviews. Interviews were 20-30 minutes in length and took place on hotel 

premises, when the participant was on shift. The focus of the semi-structured questions 

was designed to add rich meaning to topics; however, the short timeframe did not allow 
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for detailed coverage of all predictors. Therefore, the interviews were not 

comprehensive in their exploration of all six capitals in the DRFH.  

As a supplement to the interview data, archival and secondary data was collected, 

where possible, to further explore the DRFH. The additional data extend the information 

gathered from the interviews. Data sources were selected that informed predictors of 

resilience from the DRFH. For some capital groups (social, human, physical, and 

cultural) data from interviews and secondary data combine to form a dual perspective 

of the data. In other capital groups (economic and natural) the data is primarily 

secondary. For example, data from the Statistics New Zealand (governmental statistics 

organisation) archives was used to establish tourism’s economic trends in New Zealand.  

Sample size was designed to achieve replication of information. Additional 

validity measures included developing an interview guide to direct the conversation 

toward areas the interview is intended to explore, using techniques to build rapport with 

interviewees, and the participants were drawn from a variety of positions within the 

hotels to provide different points of view (Gray, 2014). The quantity and variety of 

participants ultimately achieved saturation of data for each of the areas. Answers to 

prompts and details added by participants began repeating at locations as well as across 

participants from the same area. To assist in gaining as much information and context 

as possible field notes were completed briefly after each interview and recorded in detail 

at the end of each interview day (Gray, 2014).  

Semi-structured interviews were conducted with a total of 12 staff and managers 

in HB from two different hotel properties and a total of 13 staff and managers from three 

different properties in WL. The hotels’ and staff names are not included to assist in 

protection of confidentiality. Additional data was collected from general managers 

(GMs) at 3 hotels in HB and 4 Hotels in WL; their identities are also protected herein. 
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The hotels ranged from private family-owned to multi-national corporate properties. 

Staff in HB included people from front desk, housekeeping, and food and beverage 

teams. In WL, staff included front desk, porters, food and beverage, housekeeping, 

maintenance, marketing, conventions, and human resources. In all cases, the GMs were 

gatekeepers and selected the interview participants. This limitation is discussed further 

in Section 5. Prospective participants were provided information sheets and signed an 

informed consent prior to the interviews. Human subject considerations were made, and 

the data collection process was approved by the Massey University Ethics Committee. 

Initial thematic coding was derived from DRFH predictors. Further coding 

identified new thematic sub-categories, for instance all-hazard exercises verses single 

hazard focus on exercises. Both inductive analysis, discovery of new ideas and concepts 

outside of pre-conceptualised themes, and deductive analysis, based on predetermined 

concepts, were used to catalogue the interview data (Patton, 2015). For example, the 

DRFH predictor themes of skills and knowledge were utilised as initial codes, in the 

deductive analysis. Further inductive analysis of the codes added a code of all-hazard 

knowledge and skills based on information provided in interviews. NVivo was used for 

thematic and descriptive analysis. The results below are themed by capital groups. 

4.  Results 

The six capitals are outlined in the DRFH and their presence was assessed among 

the hotels in both WL and HB. The semi-structured interview data was coded in relation 

to the six capitals and supplemented or supported with the secondary data from various 

published sources. These sources include government complied data, New Zealand 

Crown Research Institute, GNS Science,  and data and findings from other academic 

studies. Providing the structure used for analysis, information regarding each capital, 
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and results for each capital, including qualitative and secondary data follows in Sections 

4.1-4.6. 

4.1 Economic Capital 

Economic capital describes a range of financial based resources that an 

organisation has available to enhance its ability to continue to operate through 

disruptions. Economic capital increases capacity to absorb changes and adapt in the 

wake of disruptive events (Mayunga, 2009). Financial condition (Biggs et al., 2012) and 

sustained economic growth (Global Reporting Initiative (GRI) United Nations Global 

Compact, & World Business Council for Sustainable Development (WBCSD), 2015) 

contribute to financial strength and bolster economic capital. Other sources of economic 

capital include business stability and employment opportunities (Calgaro, Lloyd, & 

Dominey-Howes, 2013).  

Business disaster recovery can be affected by the existing tourism climate prior to 

a disaster event (Webb et al., 2002), therefore plays a role in resilience. A WL 

participant noted that the conventions market had experienced significant disruption, 

including postponements for up to two years, following the Kaikōura earthquake. 

International clients postponed events scheduled to take place in the near future. While 

the convention business remained on future books, it did leave a gap in some places for 

the immediate future. Solid financial strength is needed to get through economically 

challenging periods.  

One measure of tourism climate is that of projected or actual growth in the sector. 

According to Statistics New Zealand (2017), guest nights in hotels have consistently 

increased since 2012 in New Zealand (Figure 6.2).  
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Figure 6.2. Guest nights by accommodation type, 2012-17 (Statistics New Zealand, 
                     2017). 

 

The accommodations sector in both WL and HB have seen consistent growth over 

the past three years. Both international and domestic nights have shown an increase 

(Figure 6.3). 

 

Figure 6.3. Guest nights by region 2015-2017. Adapted from Statistics New Zealand,  

                   (2018a). 

 

Total tourism expenditures were up 10% for the year ending March 2015 and 12% 

for the year ending March 2016 over the previous twelve month period (Statistics New 
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Zealand, 2016b). These indicators illustrate a growth trend in the tourism sector, as well 

as growth in the study areas. Good growth patterns in tourism can strengthen a tourism 

business’s finances. 

 A diversified customer base can help a hotel withstand declines in travel of 

specific populations. Recent data by Statistics New Zealand (2016) show there have 

been increases in travel to New Zealand from Asia, 9% in 2014, rising to 20% in 2016. 

Travel from the Americas increased from 8% in 2014 to 13% in 2016. Diversity of 

customer base provides greater business stability, particularly when considering 

disruptive events. For example, when disaster strikes one country and travellers curtail 

activities, unaffected tourists from other regions will continue to travel. A diverse 

customer base contributes to hotels’ disaster resilience. 

A hotel’s overall resilience is tied in part to the staffs’ economic resilience. 

Capacity to earn a living is integral to economic resilience for individuals (Sydnor-

Bousso, Stafford, Tews, & Adler, 2011). The economic resources of hotel employees 

can provide stability to their families in times of disruption, allowing staff to be available 

to the hotel. Stable employment is one way to help staff members maintain a level of 

economic stability.  

The number of people employed in tourism in New Zealand reached a six-year 

high in 2016 of 188,136 (Statistics New Zealand, 2016). While seasonal versus year-

round employment is not distinguished, this does shows a potential for long-term 

employment. One participant in WL said that when a hotel had to close for remodelling, 

the hotel owners continued to pay salaries and helped secure new jobs, ensuring income 

continued during the disrupted period. Hotel owners’ attention to the importance of 

continuous income suggest that employees are valuable commodity for hotels. 
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Consistent income helps people build economic resources and helps to ensure 

availability of staff  

4.2 Social Capital 

Social capital predictors include social networks, connectedness, relationships, 

and trust (Calgaro et al., 2013). The DRFH highlights social networks, social cohesion, 

capacity to work as a group, and trust as contributors to social resilience (Brown et al., 

2018). Interviews conducted in HB and WL with both employees (N=25) and managers 

(N=5) explored aspects of social capital and their contribution to disaster resilience. The 

findings are highlighted below.  

Hotel staff members often described feeling close to fellow employees and 

respectful to managers. One participant described their workplace saying, “This place 

really honours the staff and we are like a family here.” Another WL hotel participant 

said, “There was really a family feeling after Kaikōura, to see everyone working 

together was so reassuring.” Businesses that work on internal relationships with staff 

find that staff are more willing to go ‘above and beyond’ when needed (Hall et al., 2018).  

Staff (N=25) and managers (N=5) at all the hotels indicated they felt it their 

responsibility to ensure guest safety. The warden, usually the duty manager, is charged 

with guest safety in an emergency, but everyone (N=30) agreed they felt a duty to help 

and support each other wherever they could. One participant stated, “I try to be 

proactive, when the alarm goes off I perform my assigned task, but then I run all the 

floors on my way out to assist with evacuations where I can.” A sense of community 

and responsibility contributes to the disaster resilience (Cutter et al., 2008; Finnis, 

Johnston, Becker, Ronan, & Paton, 2007; Kwok, Doyle, Becker, Johnston, & Paton, 

2016) and many interviewees commented on their feelings of responsibility for safety 

toward their fellow staff and the guests.  
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Collaborative, flexible environments contribute to social capital and resilience 

(Cochrane, 2010). A WL participant described their hotel’s performance following the 

Kaikōura earthquake, “Everyone really pulled together as a team.” The success in 

handling the earthquake disruption has given WL hotel staff confidence that as a group 

they can handle future events.  

Making decisions and acting under pressure are all important to capacity to work 

as a group (Ritchie, 2004). A WL participant said, “I was scared for about 5 seconds 

(during the Kaikōura earthquake) and then training and natural instincts kicked in. I was 

on the phone with a guest and stayed on the line and calmed her through the whole 

shake.” Another WL participant said they were off shift at the time but stayed on at the 

property for hours to help the small on shift staff. There was a general willingness from 

interview participants to come into work during a disaster, even if they were not rostered 

on, to pitch in and lend assistance when needed. In HB, staff also pulled together 

following the news of the Kaikōura earthquake. Although no effects from the earthquake 

disrupted activities in HB, one manager voluntarily arrived at the hotel to assist the 

overnight staff member if issues were to arise.  

Trust is integral in understanding social resilience (Kwok et al., 2016) and 

therefore a predictor of the presence of social capital. Trust was explored in interviews 

in WL and HB. The size of the organisation was a factor for some participants, they 

were not sure the parent organisation could understand and respond to local issues. One 

participant in HB said:  

“A large company can cause slow processes for getting new procedures and it’s a 

long way to filter down to our front line. Lots of different issues (outside of building 

disaster resilience) could cause lack of priority for those (disaster oriented) issues here.”  
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This comment considers organisational size as a possible barrier to building 

resilience and the participants’ recognises a lack of trust in the organisation’s ability to 

be flexible and targeted. Large hotel chains may have organisational structures that 

make quick actions difficult (Brown et al., 2017). However, large organisations are also 

more likely to have disaster plans in place (Hystad & Keller, 2008). 

4.3 Human Capital 

Quality of life (Cutter et al., 2008), positive attitude (Hall et al., 2018), and 

perceived control are contributors to resilience (Wang & Ritchie, 2010) and are reflected 

as health (which includes well-being) in the DRFH. Another aspect of resilience draws 

upon prior experience with disaster. Previous experience provides increased 

psychological resources to deal with future stresses (Hall et al., 2018). Additional 

predictors include knowledge and skills related to disaster preparedness and response 

and some aspects of business continuity. Interviews provided rich dialogue for 

consideration of how human capital contributes to disaster resilience for hotels. 

The concept of perceived control speaks to a person’s confidence that their actions 

will affect circumstances. In WL, all staff interviewed (n=13) felt they had the ability to 

use protective actions in a future disaster and keep guests safe. In HB, many of the staff 

felt the same confidence (n=10) with the exceptions being staff concerned about their 

exposure to the coastline in an event of a tsunami, and whether there was access to high 

ground nearby. The high confidence levels provide insight into the employees’ 

perceived control of future situations. 

Participants in both WL and HB described fire drill exercises twice yearly as 

providing a good foundation for emergency procedures. The processes were similar for 

all hotel sites within the study- with a central meeting point, establishment of a leader 

for the event (warden), assignments handed out, and staff working to ensure floors were 
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evacuated and clear. Almost all staff (HB n=11; WL n=13) were very clear about their 

own roles and responsibilities in a fire scenario. This knowledge extended to all 

departments interviewed.  

When asked about specific safety protocols for earthquakes or tsunami, staff were 

less confident in procedures and actions to take. In both WL and HB staff commented 

they would like to participate in exercises for different types of disasters, like an 

earthquake or tsunami. One participant commented, “The more drills you do the more 

confident you become…more drills will give all of us experience to draw on when we 

really need it.” Understanding the different protective actions that different disasters 

may require is important for staff. 

Self-organisation, as part of adaptive capacity, is paramount to continued 

operation after a disaster (Hall et al., 2018). Self-organisation refers to ability of hotel 

staff to adapt to changing circumstances and continue to function effectively, without 

specific directions. Hotels demonstrated this capacity immediately following the 

Kaikōura earthquake. Although the earthquake occurred shortly after midnight, these 

employees felt they could be of help to the small overnight staff, so they voluntarily 

reported to work. One participant commented that they could not keep themselves from 

going in, it was “unthinkable”.  

The volunteering of employees to come into their hotels post-Kaikōura occurred 

in HB too. Although the Kaikōura earthquake was far from HB (574 km), there was 

media attention in the area. In HB, one participant said, “Kaikōura earthquake messages 

were very confusing so I came in to support the on duty staff, I wouldn’t want to be 

alone with that going on.”  

Staff are an important resource in disaster management (McCool, 2012). Many 

participants (HB n=10, WL n=7) said they could easily get to work if they had to walk. 
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Additionally, most of those living nearby (HB n=8; WL n=6) also said they were willing 

to go in straight away after an earthquake to help. Remaining participants prioritized 

family that needed care first. Participants heading in to work in WL after the Kaikōura 

earthquake reported walking, riding their bike, and using a scooter. Availability of staff, 

and their ability to get to the hotel, is important for disaster resilience. In a study of 

Greater New Orleans hotels following the 2008 Hurricane Gustov, “…42% (of hotels) 

lost the minimum base of employees to continue providing full guest service” 

(Lamanna, Williams, & Childers, 2012, p. 210). Disaster resilience will require a base 

number of employees available to be operational and hotels sometime rely on the 

goodwill of their staff to deploy to work during a disruptive event. The participants 

indicate a relatively small number of volunteer staff (1-4) can make a big difference in 

managing in the wake of a disruptive event. While some staff need to be at home with 

their families, those that were available made a difference in operations that night post- 

Kaikōura. 

Unusual events may call for new approaches for everyday operations to maintain 

customer satisfaction. In WL, two hotels offered guests complimentary snacks and 

beverages on the day following the Kaikōura earthquake. Comments in Trip Advisor 

mentioned how generous one of the hotels was in providing complimentary food and 

beverages during the time following the earthquake. Online reviews are becoming more 

influential to a hotel’s image and bottom line (Kim, Lim, & Brymer, 2015). 

Hotel managers state that a guest book in each room contained safety information 

for the guests, and is the primary safety information available to guests. The types of 

information varied from hotel to hotel. A fire safety evacuation map was also reported 

to be on each guestroom door. One hotel manager described a recent addition of an I-

Pad that contained details of protective actions to take in different emergencies. In WL 
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some participants commented that there are so many variations of what can happen, it 

is too much information to give to guests. A participant pointed out that guests are 

distracted by many things and, “…90% of people on holiday don’t expect anything bad 

to happen.” The attitude observed in guests, by staff, may be due to optimism bias, 

which describes people’s inclination to underrate their exposure to harm in comparison 

to others (Meyer & Kunreuther, 2017). Nevertheless, all hospitality industry 

organisations have a responsibility for the welfare of the guests (McCool, 2012). 

Knowledge of hazards and what to do when disaster strikes is vital (Cheung & 

Law, 2006). Many staff in WL and HB recognised that guests are from many different 

places and are unfamiliar with events like earthquakes. One participant described they 

felt it was their job to assure the guests the building was safe and built according to the 

appropriate codes/standards. Another participant said guests from other countries are 

often alarmed by even small earthquakes and need reassurance of the hotel’s ability to 

withstand a shake. The understanding of the guests’ potential lack of information led to 

all WL hotels, in this study, informing guests checking in (during the weeks following 

the Kaikōura earthquake) of actions and safety procedures to adopt during an 

earthquake. The enhanced earthquake information was provided verbally or on a one 

sheet handout and continued for 4-6 weeks. 

One participant hotel had a well-developed induction process that included 

emergency processes; another hotel was developing a more thorough induction 

processes at the time of the interview. New employees in both locations confirmed 

knowledge of important life safety measures. One employee at the hotel with robust 

induction training in place, with only a month of experience, had complete knowledge 

of emergency plans, where to report, and what to do in case of emergency evacuation. 

This participant also knew where to go in a tsunami.  
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A new staff member, from the hotel developing procedures, suggested helping 

guests and getting quickly away from the building “made sense” but did not know any 

hotel guidelines or policy for emergency procedures. This participant knew where high 

ground was in the event of a tsunami and suggested that informing guests about the 

safest places to go in an evacuation, and how to help guests with mobility issues should 

be a priority for new plans being developed. Duty managers have a list of disabled guests 

and they are a priority in evacuations, staff at three hotels commented. Some staff at one 

hotel were unclear about how to help guests with mobility issues in the event of an 

evacuation. A clear understanding of processes and procedures for disabled guests in 

emergencies does not exist throughout the hotels. 

Participants in WL confirmed that emergency action procedures are part of the 

induction process. A best practice identified at a property in WL, described emergency 

procedures are explained to a new staff member during induction, and then eight weeks 

later a refresher is given. The review is done in recognition of the large volume of 

information given in the first induction. Managers and staff agreed on what was learned 

during induction showing an important link between managers and staff 

communications and understanding. 

Hotel leadership is often stretched over a number of organisational tasks and has 

little time available for disaster planning (Orchiston, 2013). The multi-tasking nature of 

management was confirmed by one hotel manager who relayed that efforts to revamp 

the disaster planning had been ongoing for months and progress was not where he/she 

hoped it would be at this point. The manager suggested that enlisting assistance from 

staff may get the project more forward momentum.  

Previous experience with disaster has been linked to disaster resilience 

(Ostadtaghizadeh et al., 2015). Many of the staff in both locations had experience in 
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previous disasters, including the Christchurch earthquake sequence in 2010-2011, and 

tsunami and earthquakes in other counties. A number of participants had emergency 

preparations in their home, and some in their car. Of the staff interviewed (N=25) only 

5 (WL n=3; HB n=2) reported no preparations at all. 

Both HB and WL have risk from tsunami. Based on a tsunami evacuation map 

produced by GNS Science, 11 of 27 hotels in WL are in an orange zone (mid-level risk) 

(Horspool, Cousins, & Power, 2015). Interviews at one hotel located in an orange zone 

for tsunami evacuation revealed participants with a lack of concern for tsunamis; yet, 

they were aware of drop, cover, and hold procedures for earthquakes. A participant at 

that property said, “We don’t worry about tsunami here.” This gap in risk awareness 

will be discussed further in the discussion (Section 5).  

Business continuity includes organisational awareness of priorities following a 

disaster and plans to manage operations (Lee, Vargo, & Seville, 2013). A hotel 

participant in WL said guests wanted lots of information constantly, even when no news 

was available. A need for constant updates was confirmed in a study of the 2004 

tsunami. Guests all wanted as much information as they could gather (Cheung & Law, 

2006). One participant in WL highlighted a lesson learned following the Kaikōura 

earthquake. The participant said, post-Kaikōura earthquake, sample skeleton 

communications for guests and media will be available on a cloud storage site for use 

in a variety of disaster scenarios to allow for quick reaction by communications staff. 

Cloud service access provides value if communications staff cannot immediately come 

to the property, due to unforeseen circumstances, they may still begin critical 

communications if internet service is available.  

Guest reservation systems are complex and interconnected with many travel 

partners. A reservation staff member relayed a gap in the guest data available. “I don’t 
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have enough information about the guests to contact them in many cases. Sometimes 

we only have tour operator details and have to trust they will be able to reach the guest.” 

In the case of one hotel closed for renovation, the participant described that guests 

showed up months into the renovation with no information from their reservations agent 

that the hotel was closed. After the Kaikōura earthquake some guests hesitated to go 

onward and kept their rooms; others changed plans and needed rooms. The participant 

commented that the ease of adjusting reservations was hampered by the inability to 

connect easily with guests and verify their plans. 

4.4 Physical Capital 

If a hotel can remain operational post-disaster, the prospect exists for remaining 

economically viable as recovery efforts begin. Considerations like level of seismic 

resistance and evacuation planning are important to disaster resilience (Cutter et al., 

2008). This section looks at data in relation to physical capital, which includes life safety 

considerations and business continuity related to infrastructure and equipment 

components. 

The protection of life is perhaps the most important function of a hotel when faced 

with disastrous circumstances. Life safety includes building infrastructure and 

availability of evacuation pathways when needed. The vast majority of buildings in this 

study meet or exceed current New Zealand building safety standards. 

Staff in WL were very confident in their buildings earthquake resilience. At two 

of the three hotels, every participant interviewed volunteered that their buildings were 

greater than 100% of building standard with great pride. Managers in WL also felt the 

properties had the strength required to withstand natural hazards.  

Taller buildings were a bit challenging in the hours following the Kaikōura 

earthquake. Staff at one hotel reported guests who headed downstairs were knocked 
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around a bit. In addition, the elevators were locked down- so staff had to go up and down 

the stairs many times in the hours before the building was inspected to provide for some 

guests needs. One participant in WL said they were exhausted from the trek up and down 

to see to the needs of guests who chose to stay in their rooms after the shake. A buildings 

height may have some bearing on guest services provided in some disruptions. 

The city of Wellington produced a list of buildings that need strengthening to be 

at a minimum 34% of current building standards (Wellington City Council, 2017). The 

list is publicly available; two WL hotels are on the list, but neither was part of the study 

interviews. Hawke’s Bay has no similar list currently available. Robust building 

standards add to the resilience of those communities (Cutter et al., 2008).  

Hawke’s Bay staff at one property reported the building was strong and fit to 

withstand shaking or tsunami. At another HB hotel, staff did not express confidence in 

the building per se but did have a solid idea of the evacuation procedure in either an 

earthquake or tsunami event. In both locations, staff expressed life safety for themselves 

and guests as a priority should an earthquake happen. Employees in both these HB 

locations also recognised a large earthquake may be a precursor for a tsunami and had 

high ground evacuation concepts ready to implement, including taking guests with them. 

One participant commented that a concern was how they would get information for 

evacuation if a tsunami were caused across the ocean, for example in South America.  

As mentioned in the Social Capital (Section 4), WL staff and managers had little 

concern for tsunami and did not know if the hotels were rated for vertical evacuation in 

tsunami. In HB consideration had been given for the building’s structure in tsunami and 

staff had strategies which included 1) seek higher ground and, 2) evacuate up, depending 

on the circumstances and property. Significantly, the strengths and limitations of the 
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physical structure are important to ensure the correct actions are taken based on the type 

of disaster event. 

Properties in the study had systems and equipment in place to back-up critical data 

and provide hard copies of things like guest lists and data. Front office staff were taught 

the back-up procedures during induction. Hotels backed-up guest information and 

printed it at least once each day. One hotel backed-up every 2 hours and placed data in 

a folder ready for an evacuation roll call if needed. 

4.5 Natural Capital 

Natural capital looks at the intersection of humans and the natural environment 

and how they interact to improve resilience to disaster (Brown et al., 2018). Factors 

include the natural hazard risk environment and how exposed hotels are to that risk. A 

2016 report on long-term fiscal position by the New Zealand Treasury highlights the 

importance of New Zealand’s natural capital (The Treasury, 2016). In the report, natural 

capital was included as an important key to intergenerational well-being. The 

importance of natural capital in attracting tourism to the country is also recognized in 

this report. A focus on improving the management of New Zealand’s natural resources 

is a report recommendation. The emphasis is important because New Zealand’s tourism 

draw is largely based on nature-based activities (Espiner, Orchiston, & Higham, 2017). 

Therefore, considering the specific effects hotels may have on the natural environment 

is important to building and maintaining natural capital.  

 Natural hazard risk in the two New Zealand study areas include earthquake, 

tsunami, cyclones, volcanic activity, landslides, floods, and climate change. Both areas 

have regional organisations actively researching and working on plans to decrease their 

risk from natural hazards (Civil Defence Emergency Management_Hawke's Bay, 2018; 

Greater Wellington Regional Council, 2016). These organisations help add to the local 
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knowledge of the environment. Additionally, the organisations recommend actions to 

take, allowing the human/ nature interface to be increasingly better understood. 

The coastal location of both area’s central business districts is a significant 

vulnerability. Climate change, cyclones, flooding and tsunami are all factors for sea 

level locations. The tsunami evacuation zone maps for the areas were used to determine 

sea level hazard exposure (Greater Wellington Regional Council, 2018; Hawke's Bay 

Emergency Management Group, 2018). Evacuation maps describe level of risk in zones 

with red being the highest threat from water inundation and yellow being the farthest 

from possible water inundation. In WL 48% of hotels are outside the evacuation zone, 

11% are in the yellow zone, 41% are in the orange zone and no hotels are in the red 

zone. In HB 39% of hotels are outside the evacuation zone, 33% are in the yellow zone, 

28% are in the orange zone, and no hotels are in the red zone. Both areas have access to 

higher ground if needed. Nature, in these two areas, is both a vulnerability, due to risks, 

and contributes to capital based on higher ground topography. 

Regulating activities that affects the New Zealand environment falls under the 

jurisdiction of the Environmental Protection Authority (EPA) (Environmental 

Protection Authority (EPA), 2018). The organisation manages natural resources, 

monitors organisms for interactions with the environment, and regulates hazardous 

substances, emissions, and marine activities. Organisations that work to increase natural 

capital increase disaster resilience of the community (Mayunga, 2009). Hotels can 

consider the EPA activities a contribution to their natural capital.  

4.6 Cultural Capital 

Cultural capital is one variable that will differ from culture to culture, making the 

development of widely generalizable capital predictor challenging (Ostadtaghizadeh et 

al., 2015). Cultural capital is the local knowledge, competencies, and customs that 
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influence local social systems (National Institute of Standards and Technology (NIST), 

2015; Patel, Rogers, Amiot, & Rubin, 2017).The inclusion of cultural capital provides 

an opportunity to understand disaster resilience within the context of those 

characteristics.  

 A resilience strategy was produced in WL as part of their participation in the 

Rockefeller Foundations 100 Resilient Cities program. The strategy seeks to bring 

together communities, the public and private sector to develop a resilience culture 

(Wellington City Council, 2017). This more recent effort to strengthen resilience is not 

novel to New Zealand.  

 In interviews with participants, all had basic knowledge of what to do in natural 

hazard situations like an earthquake or tsunami. One participant mentioned, “We all 

learn drop, cover, and hold in school from the time we are young, and now long, strong, 

and be gone for tsunami is out there.” The cultural integration of life-saving measures 

is a valuable asset to members of the community and hotels benefit from the widespread 

education efforts. Yet, as mentioned above (Human capital Section 4.3), in Wellington 

knowing what to do may not be enough; the hotel staff interviewed did not recognise 

the real potential for a tsunami in the central business area. 

 Guests have a disadvantage in a disaster due to their lack of local cultural capital. 

Hotel managers all mentioned a feeling a responsibility for the safety of staff and guests. 

One manager said, “Guests may have no idea what to do, we have a duty of care for our 

guests.” Tourists have been recognised as vulnerable in disasters based on lack of 

knowledge and familiarity with the local area (Johnston et al., 2007; Lamanna et al., 

2012) 

 Feelings of responsibility and duty to guests was widespread among study 

participants. Staff shared this feeling of responsibility. One participant said, “It is our 
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responsibility as human beings. I would never leave a guest stranded. I would roll them 

on a sheet and drag them out if I had to, to ensure their safety.” The attitude of social 

responsibility is consistently found in the data gathered. 

 Conducting twice-yearly, fire drills is both an aspect of New Zealand’s safety 

culture and a New Zealand Fire Service requirement for hotels (New Zealand Fire 

Service, 2015) (See Section 4). These exercises are another example of the culture of 

safety New Zealand promotes.  

 Community culture may be at work in the differences in recognising tsunami 

threats of WL and HB. Interestingly, HB has visible signs of their previous earthquake 

in 1931 everywhere. The 1931 Mw 7.8 earthquake caused so much damage in HB that 

large numbers of buildings were rebuilt at a time when Art Deco architecture was 

popular (New Zealand History, 2017). The very incident that caused catastrophic loss 

in 1931 has become a draw for tourists in modern times. As such, the members of the 

tourism community are well acquainted with the knowledge of the past earthquake. One 

participant in HB stated, “We are surrounded by reminders of the big quake every day 

so maybe we think about earthquakes and even tsunami more than other places.” 

Walking through the town observing signs announcing information on the earthquake 

and buildings for tourists further illustrates the constant reminder present in HB. The 

remembrance of local hazard risk provides for a special local knowledge that enhances 

disaster resilience in HB.  

The following Table 6.1 provides a summary of findings. Based on the predictors 

many capital resources are available for hotels to draw on in a disaster. Some gaps have 

been identified and will be discussed below (section 5). 
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Table 6. 1                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                      

Summary of Findings 

Economic Capital 

 Financial strength: Tourism industry experiencing growth including increase in 

hotel guest nights 

 Diversity of income: Increase in diversity of customer bases 

 Staff economic resilience: Growth in tourism jobs  

Social Capital 

 Social cohesion/connectedness/networks: Close inter-organisational networks. 

Higher in WL post-Kaikōura 

 Capacity to work as a group: Demonstrated thinking on their feet and pulling 

together  

 Trust: Some concerns for organisational and management priorities but 

confidence in plans 

Human Capital 

 Health and wellbeing: Medical insurance available and high perceived control of 

possible disruptions 

 Skills: Employees have some experience in fire evacuations exercises and 

special trainings (e.g. first aid). Need all-hazards skills and attention to disabled 

guest processes 

 Capacity to adapt: Employees are ready willing and able to assist in disaster. 

Managers showed creative adaptation but need to consider guest satisfaction 

when possible 

 Knowledge: Staff and managers have an understanding of basic evacuation 

protocols. There is a lack of all-hazards protective action knowledge. 

 Business continuity: Critical data is handled with disruptions of service 

considered. Pre-disaster communications for emergency response are not 

commonly developed. Strategies for contacting guests need refinement. 

Physical Capital 

 Life safety: Building standards are being met. Evacuation routes are well 

known. Building height factors into service levels. Tsunami information not well 

socialised in WL. 

 Business continuity: Critical data protection is integrated into basic processes 

Natural Capital 

 Hotel’s exposure to natural hazard risks: Natural hazard risk is considered by 

research and policy organisations and protective actions are available in the 

natural environment (e.g. higher ground) 

 Hotels’ effects on the local environment: Organisations dedicated to natural 

environment protection are present. Sustainable activities are being considered 

and research is ongoing. 

Cultural Capital 

 Cultural influence and knowledge: Safety culture exists. Duty of care for guests 

in integrated in culture. Some lack of cultural knowledge may influence lack of 

tsunami strategies in WL. 
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5. Discussion 

 Hotels have different roles post-disaster than other tourist organisations. For 

example, in Vanuatu following Cyclone Pam, hotels and resorts that were operational 

provided the needed accommodations for humanitarian workers and military personnel 

arriving in response to the cyclone (Neef & Wasi, 2017). Another example is found in 

the 2018 mudslide in Santa Barbara, California. The main highway was impassable due 

to the slide. The local hospital housed 200 employees in local hotels while the highway 

was closed (Yamamura & Welsh, 2018). The ability of hotels to remain operational 

during a disaster response is important to the community. Local employment is also 

important to a post-disaster community. In the aftermath of the 2004 Indian Ocean 

tsunami some of the hardest hit were those employed in the tourism sector who were 

left without jobs (Calgaro & Lloyd, 2008). Disaster resilience has been linked with 

corporate social responsibility for hotels, as both a critical part of community’s 

economic infrastructure and as a part of the disaster response system to house disaster 

response workers (Dobie, Schneider, Kesgin, & Lagiewski, 2018). 

New Zealand’s tourism growth trends are shown by guest nights and numbers of 

people employed (Section 4.1). The positive growth can indicate financial strength for 

businesses in the tourism sector. Diversity of the tourism base is a positive for disaster 

resilience. Growth in Asian and Americas travellers means less dependence on, for 

example Australian tourist. The more diverse economic opportunities are, the more 

likely to decrease the impacts of disaster (Mayunga, 2007). The predictors studied all 

show economic capital is likely available for these hotels in WL and HB. Continued 

growth in the sector can only improve the economic capital for the hotel sector. 

Social capital was also found to be strong in the study area. Hotel staff interviewed 

provided a picture of closeness and dedication to each other and guests. The feeling of 
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cohesion was more pronounced in WL where staff had a recent event to draw from that 

required a demonstration of their support of each other. Participants and managers alike 

stayed on shift, volunteered by arriving on property to assist, and showed their 

commitment to the group. Examples of their ability to self-organise were demonstrated. 

Following the Kaikōura earthquake staff on property worked to assure guests, create a 

safe gather location for those who choose to come to the lobby area, and improvise food 

and beverage in some cases. Additional volunteer staff arrived and inserted themselves 

where they could be useful. The team approach (Faulkner, 2001) and ability to act under 

pressure (Ritchie, 2004) show resilience to the event. Social capital showed itself as a 

resource that grows with use thereby increasing the available capital while using the 

resource. 

Trust was expressed by staff even as they recognised limitations may be inherent 

in large organisations. Some staff expressed concern regarding the agility of their larger 

organisations. However, the staffs’ (n=23 of 25) faith in their organisations’ plans and 

in their own ability to carry on in a disaster demonstrates the trust they have placed in 

their employers and fellow staff members. The confirmation of abilities demonstrates a 

strong belief in perceived control (Wang & Ritchie, 2010) and networks of trust 

(Sydnor-Bousso et al., 2011) among the staff. Social capital stocks are present, and the 

Kaikoura earthquake seems to have worked to further increase those hotels social 

capital.  

 The recent experience of the Kaikōura earthquake and other staff members’ 

disaster experience contributes to human capital adding to knowledge (Brown et al., 

2018) and the overall resilience of these organisations (Ostadtaghizadeh et al., 2015). 

Similarly, hotel and resort managers in Vanuatu reported that they improved their 

facilities’ ability to withstand disasters in the wake of Cyclone Pam in 2015 (Neef & 
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Wasi, 2017). Additionally, in post-cyclone interviews many in Vanuatu commented the 

event was a call to action for them and they will be much better prepared in the future 

(Neef & Wasi, 2017). In WL, one participant discussed that the Christchurch earthquake 

was really “their (Christchurch’s) earthquake” and did not change much in Wellington, 

however the Kaikōura earthquake really woke people up and got people thinking about 

disasters and increasing their efforts for preparedness. A WL manager described the 

Kaikōura earthquake as a call to action for considering and implementing new ideas and 

strategies which highlights how previous disaster experience can influence disaster 

management activities and build resilience. 

The interviews exposed a tendency of staff in WL to discard tsunami risk. As 

mentioned in Section 4 participants working in hotels in an orange evacuation zone had 

no concern for actions to take to ensure safety if a tsunami were to occur. The lack of 

preparation for low-frequency events like tsunami is not new. In a study of guest safety 

following the 2004 Indian Ocean tsunami, hotels were found to have no plans for 

evacuation of guests if a tsunami was threatened (Cheung & Law, 2006). A study of 

hotels in Okinawa, Japan, found that all hotels were prepared with basic evacuation 

plans based on fire due to regulations of fire departments, but less than 50% has tsunami 

specific plans (Takamatsu, 2014). Staff education on the full range of possible risks 

could provide the increased knowledge needed to be resilient to a variety of threats.  

Optimism bias is people’s tendency to under-rate their exposure to risk. A possible 

remedy for this is communications that enhance belief in a hazard’s likelihood to occur 

(Meyer & Kunreuther, 2017). Increased hazard risk communication is not traditionally 

considered for the tourist industry; they are not in the business of promoting possible 

dangers and do not want to frighten guests (Rittichainuwat, 2013). A study of guest 

perceptions by Drabek (2000) found that 88% of guests surveyed wanted a full spectrum 
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of information on disaster evacuations and procedures. One suggestion by Cheung and 

Law (2006) is that guest information on the back of doors should be more 

comprehensive (beyond just fire evacuation routes). Once in place the front desk staff 

could inform guests of the enhanced data’s location while checking in the guest. 

Improved visibility of information may allow guests a chance to review details more 

easily. Again, training staff on actions related to a wide variety of possible disaster will 

improve the hotel’s overall disaster resilience. Many staff commented that they felt they 

would benefit from exercises geared toward earthquake or tsunami. 

Some potential issues have elusive solutions. For example, all the staff agreed that 

if a disaster occurred in the middle of the day, it would be very difficult to ascertain 

guest safety, as this time of day is when most guests are out of their rooms and enjoying 

the surrounding sights. Recognition of potential obstacles and outlining priorities in 

advance can help an organisation be more resilient (Lee et al., 2013). For hotels, 

understanding what they can and cannot focus on allows for pre-disaster planning to be 

targeted and effective. 

One valuable lesson learned post-Kaikōura earthquake applies to business 

continuity. Pre-planning of the types of communications that may be needed post-

disaster (for guests, staff, travel partners, and media) and creating skeletons of those 

communications in advance can save critical time in the precious time following an 

incident. Hotels may need prepared advertising, press communications strategies, and a 

media communications plans (Ritchie, 2008). Identifying types of disasters, audiences, 

and communications methods in advance can help to develop core messages useful in 

an event (Bland, 2013). Additionally, communications can be more thoughtful and 

effective by considering the content in advance instead of creating hurried 

communications instruments. Included in advanced preparatory work is the 
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development of contact lists as well (staff, media, and suppliers). Both cloud back-up 

and printed copies can assist in getting critical information out in a timely and efficient 

manner.  

Both Hawke’s Bay and Wellington are exposed to natural hazards that include 

earthquakes, tsunami, and changes in sea level. Important to disaster resilience is of 

course exposure to natural hazards (Khazai, 2016). Limiting short-term and long-term 

effects requires research, monitoring, and careful consideration of risks and possible 

measures to decrease future harm to both humans and the environment. New Zealand 

has taken strides with the creation of agencies working toward understanding and 

educating hazard risk. Wellington, as one of Rockefeller Foundations’ 100 Resilient 

Cities is investing time and money in building resilience for all members of the 

community. Hawke’s Bay also recognises the risks and continues to find ways to work 

on some of these difficult problems. For example the Hawke’s Bay Emergency 

Management group has a web page for residents to put in their address to ascertain 

tsunami risk (Hawke's Bay Emergency Management Group, 2018). 

 New Zealand’s safety culture shows in responses to questions. The last seven 

years’ exposure to earthquakes may have improved people’s appetite for understanding 

of hazards and safety responses. Regular fire drills requirements and messaging about 

what to do in different disaster scenarios has had a positive effect on staff in hotels. 

Participant hotels have stocks of cultural capital that are helping build resilience to 

natural hazards.  

Disabled guests need special consideration in disasters that require evacuation. 

Three hotel’s staff mentioned the importance of better understanding how to help 

disabled guests in evacuation. The special consideration of the most vulnerable people 

should be standard for all properties. In the case of tsunami, hotels need to consider in 
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advance the time that may be available between warning and the first wave to best plan 

how to ensure that people with special needs can reach the evacuation area (North-

Eastern Atlantic and Mediterranean Tsunami Information Centre (NEAMTIC), 2012). 

In other types of disasters, when warnings are not available, hotels need to consider the 

extra time and effort needed for evacuation of disabled guests and plan for those 

circumstances. 

The study has some limitations. Hotel managers as gatekeepers provides access to 

employees but also imposes limits on the data. Previous studies have focused on 

manager input which leaves this connection unexplored (AlBattat & Ahmad, 2015; 

Nguyen et al., 2018; United Nations Office for Disaster Risk Reduction (UNISDR), 

Pacific Asia Travel Association (PATA), & Global Initiative on Disaster Risk 

Management (GIDRM), 2015). Unrestricted access to employees could provide data to 

improve the DRFH and enhance understanding of resilience within the hotel sector.  

The short interview format (20-30 minutes) was a limitation which resulted in 

some topics in some interviews being less developed. Staff members were on shift 

during interviews so the short format was needed to meet operation requirements. While 

the intent was to use a semi-structured interview format, the short interview structure 

inhibited the usual flow of a semi-structured format, resulting in a more structured data 

set result. An opportunity to interview participants for a longer time period could have 

provided richer data on the full array of predictors within the DRFH. 

The small sample size makes generalisation difficult. While these lessons learned 

may also apply to other hotels in the region and outside the region more data from 

additional hotels would be needed to develop conclusions and recommendations for the 

wider hotel sector. 
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The circumstances of recent events in New Zealand make the findings based on 

these two sectors possibly unique in comparison to other areas of the world. Further 

research in areas that have not experienced disasters in recent years could show different 

levels of capital and different gaps. In addition, areas with different types of disaster 

concerns may provide excellent data for improving the DRFH as an all-hazards tool. 

The following table (Table 6.2) offers a list of key finding and suggested actions for the 

capital groups. These suggestions pose ways forward for building disaster resilience for 

the hotels in this study.  

 

Table 6.2  

 

Recommendations  

 
Economic Capital 

 Continue to work towards a diversified customer base 

 Consider ways organisational structure may inhibit flexibility in disaster and 

address these 

Human capital 

 An all-hazard approach needed to ensure correct actions are taken based on 

disruption. This includes risk assessment and trainings/exercises. Employees 

need to be an integrated part of this process and guests with disabilities need 

to be considered specifically. 

 Pre-disaster communications plan developed for emergency response 

needs. All-hazards approach with communication skeletons for staff, guests, 

media, and travel partners, emergency contact list development and all 

accessible in hard copies and cloud-based formats 

Physical Capital 

 Develop all-hazard protective action plans and assess buildings’ strengths to 

be used in different scenarios 

 Business continuity: Critical data protection is integrated into basic processes 

Cultural Capital 

 Build all-hazards safety culture within the organisation and consider guest 

and employee safety protocols based on multi-hazard scenarios. 
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6. Conclusion 

Hotels in the study have capital resources to draw from to help overcome 

disruptions and disaster. Some gaps have been identified; Table 2 provides a summary 

of key recommendations. This research has provided additional analysis of predictors 

found in the DRFH (Brown et al., 2018). It is vital to understand predictors of resilience 

when developing strategies to build disaster resilience. These interviews and secondary 

data give a deeper understanding of the DRFH. Furthermore, the recommendations 

provide a tool for hotel managers in these areas to utilise as they work toward building 

disaster resilience.  

The study provides a set of recommendations for hotels to advance building 

disaster resilience. These recommendations include the need to formalise disaster 

management as a budget priority and to use an all-hazards approach for all disaster 

management activities. The theme of the importance of an all-hazards approach is 

particularly prominent in the data. Interviews revealed staff need more information and 

practical experience with organisational actions beyond the mandated fire hazard 

exercises. The New Zealand context may have unique features, including recent 

focusing events. The findings of this case study may not be generalisable; however, 

lessons learned may be valuable to a wider audience when considering disaster 

resilience concepts in hotel’s operations. Foundational to this study is the need to 

understand risks, who all the stakeholders are, and to get as many stakeholders involved 

in the discussion and creation of solutions as possible. 
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Chapter Seven: Discussion 

Building disaster resilience within the hotel industry was the focus of this 

research. The four articles (Chapters Two, Four, Five, and Six) which precede this 

chapter discussed findings and contributions regarding specific steps within the 

research. Chapter Seven brings together the integrative framework and the qualitative, 

quantitative, and secondary data, to create a complete picture of the study and its overall 

contributions to the field.  

The term resilience has been interpreted by a number of disciplines (Hall et al., 

2018). Within the tourism industry, resilience to disasters is becoming increasingly 

studied, exposing the need for industry-specific measures (Hall et al., 2018). The 

tourism sector’s total contribution to the global gross domestic product (GDP) for 2016 

was 10%, generating 1 in 10 jobs in the global economy (World Travel and Tourism 

Council, 2017b). The tourism sector has proven to be interconnected with global events 

impacting negatively on tourism as well as individuals (United Nations World Tourism 

Organization (UNWTO) & International Labour Organization (ILO), 2013). The hotel 

sector demonstrates its importance to the tourism industry by: 

 Contributing to communities’ economies and overall employment (A. V. Lee et 

al., 2013) 

 Providing accommodation for tourists and convention attendees (Orchiston & 

Espiner, 2017) who will ultimately contribute to the communities’ economic 

wellbeing 

 Being of special value during disaster recovery to provide accommodation for 

evacuees (Nguyen, Imamura, & Iuchi, 2017), critical service staff (Yamamura 
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& Welsh, 2018), and response workers (Neef & Wasi, 2017) as well as local 

employment. 

Organisations that are resilient to disaster recover faster from disruption (Bruneau 

et al., 2003). The importance of this disaster resilience study has been reiterated with 

each article. With that in mind, the research was designed to investigate the following 

research question and sub-questions: 

1. How can the hotel sector increase its disaster resiliency, and be better able to 

protect the lives of its guests and staff, and the livelihoods and local economy following 

a disaster?  

1a. How is disaster resilience defined in a hotel sector context? 

1b. What predictors assist in determining disaster resilience for the hotel sector?  

1c. How resilient are hotels in New Zealand to disaster? 

1d. What barriers exist to increasing disaster resilience for hotels in New Zealand?  

The following discussion details how this research has investigated these research 

questions and makes recommendations for ways forward for the hotel sector. 

Research Overview 

A systematic literature review was undertaken to define, explore, and better 

understand disaster resilience for the hotel sector, answering question 1a ( Brown et al., 

2017) (Chapter Two). From the review of literature, a subset of journal articles were 

analysed that discussed frameworks, measures, and metrics for building disaster 

resilience. The analysis was the foundation for the development of the DRFH (Brown 

et al., 2018) (see Chapter Four). The multifaceted nature of resilience (Cutter et al., 

2008) is best explored with a multi-predictor framework. The DRFH was developed to 

explore question 1b.  
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To investigate question 1c and 1d, the DRHF provided the basis for the surveys 

(Brown, Rovins, et al., 2019) (Chapter Five) and interviews as well as an exploration of 

secondary data (Chapter Six) (Brown, Feldmann-Jensen, et al., 2019). The mixed 

methods approach provides an opportunity for each method to counter the possible 

weakness of other methods (Johnson & Onwhegbuzie, 2016) and provide a more 

comprehensive and contextual look at disaster resilience within the selected areas of HB 

and WL. A triangulated analysis of all the data collected follows in this discussion. 

These comparisons of data help to support accuracy and validity of the data (Creswell 

& Plano Clark, 2017). The SDGs and the SFDRR are also discussed in relation to the 

findings.  

Each capital will be described individually, looking at the deeper meanings from 

the data. Following the individual capitals’ discussion, an overview of important 

learnings will be discussed. 

Economic Capital  

Sustainable Development Goal 8 describes the need to develop sustained 

economic growth. Given tourism’s sensitivity to disruption, disaster resilience can work 

to support and encourage continued growth in the sector (Hall, 2018). 

The GM and staff responses to survey and interview topics as well as secondary 

data presented show complementary pictures. In all cases the data shows economic 

prosperity for the hotel sector and that economic capital resources would be available if 

needed following a disaster. This reflects the steady growth of international tourism 

numbers in recent years. Stronger economic conditions before a disaster contribute to 

decreased impacts from the disaster (H. Kim & Marcouiller, 2015). Data shows some 

financial reserves, an increasing tourism market, widespread insurance cover for 

businesses, and diverse customer bases. The importance of economic resources was 
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highlighted by Henderson (2005). A case study of a hotel following the 2004 tsunami 

explains that the lack of occupancy in the months following the tsunami was a difficult 

time financially. The projected 80%+ occupancy fell to below 20% for January and 

February 2005. AlBattat and Mat Som (2014) found that hotels in Malaysia had reduced 

international arrivals up to 20% during the 2003 SARS outbreak. These examples 

illustrate that a hotel cannot altogether avoid disasters; the organisation needs to have 

the economic capital to make it through a disaster. 

Staff economic resources were also present per the high rates of savings and long-

term employment (Brown, Rovins, et al., 2019). Staff reported job stability, with an 

average length of employment of 3-5 years. Staff employment longevity is consistent 

with the possibility of savings opportunities.  

The combination of survey and secondary data does show a gap in staff economic 

resilience. The survey showed 28 of the 46 staff (61%) reported having insurance to 

cover their personal property. Insurance to cover losses and damage caused by disasters 

enhances capacity to cope (Birkmann et al., 2013). In support of this idea, the 

Wellington 100 Resilient Cities program recognises lack of insurance as a potential lack 

of resilience in its profile of Wellington residents. As part of economic resilience 

projects, the Wellington City Council (2017) resilience report proposes a regional 

project to improve insurance literacy. The report takes lessons learned from 

Christchurch to heart and states the objective of the project is to educate and engage 

with Wellington residents to help them make educated decisions about insurance needs 

(Wellington City Council, 2017). The engagement of the community in addressing this 

issue could help increase insurance coverage and build economic capital resources for 

individual staff members, also contributing to the hotels’ overall economic capital. 
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Also, within the economic capital group is the need for disaster management 

activity funding as standard budget line items. The survey found 56% of hotels had 

disaster management expense as part of the hotel budget (Chapter 5, section 4.1). All 

hotel staff interviewed reported participation in fire drills, which shows that funding of 

exercises is occurring (Chapter 6, 4.3). However, staff (in interviews) indicated a need 

to have training and exercise for other types of hazards. The ability to address many of 

the other components of disaster resilience building (for example, training and exercises 

not related to fire evacuation) requires adequate funding (Sawalha et al., 2013).  

The value of investing in disaster management is also present in the SDFRR 

Priority 1, which develops the value of best practices that include training and exercises 

(UN, 2015, Annex II section IV). Priority 3 addresses economic capital by highlighting 

the need to invest in disaster risk reduction activities, integration of disaster management 

activities into budgets, and points out the cost effectiveness of disaster risk reduction 

activities (UN, 2015, Annex LL section IV).  

Hotels’ ability to fund an all-hazards approach may be challenging for some 

properties, but factoring in the potential cost of not adequately considering multiple 

hazards may provide a way forward in future budget developments. The SFDRR 

considers the reduction of direct economic loss from disaster as one important outcome 

of the framework (UN, 2015, Annex II section II para. 18c). 

Social Capital 

 A range of social capital resources to draw on in a disaster is supported by the 

data. Survey and interview responses suggest that there is a team approach to day to day 

operations and ideas and input are welcomed by managers. Silos between departments 

are being combated by friendships across departments.  
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One difference between the two areas was socialisation with co-workers. HB staff 

reported far less socialising with co-workers than WL staff. Socialisation is one measure 

of cohesion and connectedness. Feelings of working together and being able to depend 

on each other was conveyed in interviews with HB staff. The lack of socialising is 

balanced by team approaches to operations as a contribution to social cohesion and 

networks in these hotels.  

Social capital resources were valuable in the time immediately following the 

Kaikōura earthquake (Brown, Feldmann-Jensen, et al., 2019) supporting the concept of 

social capital’s contribution to overall resilience to disaster (Faulkner, 2001; Kwok et 

al., 2016; Norris et al., 2008). Staff pulled together, volunteered assistance, and showed 

capacities to work together under difficult circumstances.  

The WL interviews indicated that social capital may increase through real 

experiences. Staff members interviewed following the Kaikōura earthquake were 

complimentary of each other’s performance and dedication following the earthquake 

and reported growing confidence in their abilities to manage a disaster as a team. Lo et 

al. (2007) found there was increased cohesion and unity among the hotel industry in the 

time following the SARS outbreaks in Hong Kong and a return to a more normal 

business cycle.  

Agreement that existing plans would be effective in disasters was shared by staff 

in both areas; interviews also supported the confidence in disaster plans. Interestingly, 

even very new staff, and staff from hotels with less robust plans, felt plans in place and 

their own skills would be successful in helping the hotel face a disaster. Optimism bias 

may be integrated into some of these feelings. Weinstein (1980) writes that in some 

cases (very negative events, perceived as likely events, and events where the person has 

some experience) people will judge their outcomes as more favourable and negative 
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events as less likely to happen to them. Harris and Hahn (2011) argue that sampling and 

statistical constraints of rare negative events may make optimism bias hard to quantify. 

However, research regarding attitudes in advance of Hurricane Sandy (2012) found that 

80% of residents in the area believed their home would experience gale force winds, but 

only 21% had evacuation plans in place, demonstrating Weinstein’s theory of optimism 

bias (Meyer & Kunreuther, 2017). 

Building external relationships was one area managers will find valuable in 

considering a platform for improving overall disaster resilience. Wellington staff was 

the lowest in this area in surveys (agree 73%; neither agree or disagree 9%; disagree 

12%). However, in WL interviews, staff discussed waiting for engineers to inspect 

property after the Kaikōura earthquake which may have contributed to the findings. The 

shaking felt by staff and guests coupled with the time of day, shortly after midnight, 

provided unique challenges to the few staff on duty at that time.  

The best way to truly measure resilience is the organisation's response to and 

recovery from a disaster, in other words, how resilient were they? Following a disaster, 

resilience is expected to minimise disruption. In the pre-disaster time period people may 

overestimate their readiness due to lack of understanding of what may happen in an 

unfolding disaster (Henderson, 2005). Wellington managers (25%) did not feel they 

were building the inter-organisational relationships they might need. The SFDRR 

describes the need to engage and network all stakeholders in disaster management 

activities. Priority 3 calls for strengthening public/private partnerships (UN, 2015, 

Annex II section IV). As one manager discussed, the Kaikōura earthquake opened up a 

lot of considerations and learnings. Their first-hand experience may explain why WL 

managers showed less confidence in their connections to other organisations they may 

need in a disaster than HB in the survey (WL 75%; HB 92%).  
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Working with other organisations to strengthen an organisation’s ability to 

respond to disasters can improve disaster resilience as well as sustainability. Sustainable 

Development Goal 17 calls for global collaboration and connecting stakeholders in 

meaningful ways to work towards shared goals (GRI et al., 2015). The experience of 

needing information and expertise following the earthquake may prompt the future 

development of better networks of organisations. The development of networks is 

important for hotels to understand the event, respond, and move forward following a 

disaster. 

The importance of networks in a disaster is highlighted by AlBattat and Mat Som 

(2014). Their study found tourism and government agencies instrumental in mounting 

marketing campaigns to get tourism flowing again. Additionally, the media is 

instrumental in informing the public of the suitability of destinations post-disaster. A. 

V. Lee et al. (2013) found organisational connections to be an integral component of 

organisational resilience. Wellington managers experienced first-hand where there were 

gaps in their organisation's connections, providing a possibly more realist view of their 

connections (or lack thereof) to other organisations. Experiences concerning what 

happens in a disaster gauged through lesser events like the Kaikōura earthquake (as 

experienced in WL) add to the knowledge of disaster management.   

Human Capital 

The data showed human capital resources were available which enabled hotel 

facilities to react flexibly and decisively in a disaster to keep the organisation moving 

forward. The mixed methods design in the study exposed gaps in the human capital 

resources; additional attention to these areas could improve disaster resilience for hotels. 

While surveys showed that staff had participated in trainings and exercises, 

interviews revealed that these preparations were primarily fire drills. Staff indicated they 
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would find exercises concerning different scenarios useful. Staff need training in a 

variety of scenarios; actions can differ based on the threat (Gunter, 2005). A more 

inclusive approach to disaster planning may also be warranted, which may also help 

improve staff confidence in the handling of a variety of disaster types. Additionally, 

training that considers tsunami scenarios is warranted for hotels in tsunami evacuation 

zones. The SFDRR places understanding risk as Priority 1, stating policies and practices 

should be based on risk assessments which include evaluation of vulnerabilities and 

capacities (UN, 2015, Annex II section IV). Smart and effective hotel disaster 

management procedures need to include exercises, training, and education based on 

disaster risks (Chapter 2). 

Hotel staff and managers indicated they had problem-solving skills and proactive 

leaders. Many staff agreed they could access the property by foot if needed and felt able 

to make decisions quickly when needed. These findings show adaptive capacity. Hotels 

in Hong Kong illustrated the importance of adaptive capacity during the SARS outbreak 

(Lo et al., 2007). Hotels had to expand their regular business offerings to make up for 

the decline in occupancy. One hotel offered cleaning services to local businesses to help 

them reduce the possibility of contamination and converted some unused rooms to 

temporary office space for organisations trying to arrange staff working in different sites 

and shifts to minimise cross-infection. Other hotels looked for new markets to fill rooms, 

such as local residents (Lo et al., 2007). Creative approaches to finding business 

opportunities were common in hotels that recovered fastest (Lo et al., 2007). WL 

exhibited adaptive capacity through actions taken in the wake of the Kaikōura 

earthquake. Food and beverage adaptations, communications with guests and media, 

and staff volunteerism all point to the hotels’ ability to adapt to unfolding situations. 



228 

 

Furthermore, as one manager said, the earthquake brought new urgency to the need to 

be prepared and plan for the possibility of different scenarios.  

Experiences and learnings from the Kaikōura earthquake may prompt WL 

hoteliers to increase their engagement in disaster resilience building. The Theory of 

Planned Behavior (TPB) (Ajzen, 1991) considers what affects intention to take actions. 

Attitudes towards the behaviour, subjective norms and perceived control all play a part 

in intention (Ajzen, 1991). The ability of hotels to take actions in the time following the 

event (they had some control) and recognise how additional information and planning 

could have improved their results (actions may make a difference) may combine to push 

more positive steps in the future months and years. Interviews in WL showed thoughts 

of better and more streamlined actions were being discussed and additional planning 

was being considered for some properties in the time following the Kaikōura 

earthquake. 

The data analysis suggested that most staff did feel that critical roles would be 

filled in a disaster. Cross-training staff can be valuable when some staff members are 

unavailable or unable to reach the property in a disaster (Gunter, 2005). However, as 

mentioned (Chapter 7, Social Capital) social cohesion can help to fill the possible gap 

in the workforce when staff are willing to come to work in a disaster spontaneously.  

The combined data from surveys and interviews regarding the ability of staff to 

get to work (if they could not drive into the hotel) shows as much as 50% of staff 

members may be unavailable. However, from the interviews, this research found that in 

the immediate aftermath even a few key personnel can augment the existing staff to 

perform critical operational activities. Together the existing and ad hoc staff were able 

to assist and care for guests while maintaining readiness for possible aftershocks. Hotel 

managers may want to consider who in their organisation will be available in a disaster. 
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All the staff are not required, a few individuals can ensure operations are maintained in 

the short-term. 

Based on data gathered, guests may not have easy access to information outside 

of basic fire evacuation details at some hotels. Both survey data and interview data 

agreed on this point. In most cases safety information for guests was located in the guest 

book in the room. Multi-hazard details were rarely included. As mentioned in Chapter 

Six, detailed information on the doors, in addition to fire evacuation routes, and a brief 

mention of the information’s location on check-in could help guests find critical 

information when needed and become aware of the multi-hazard nature of the local area. 

In Drabek’s (1997) seminal study of guests’ thoughts concerning disasters, guests were 

asked if they would like information regarding disaster procedures for events other than 

fire, e.g., earthquakes and hurricanes. The majority (88%) said yes (Drabek, 1997).  

Interviews revealed learnings from the Kaikōura earthquake regarding business 

continuity. Messages communicating important safety information and event guidance 

(that may be needed in the immediate aftermath of a disaster) can be pre-scripted for 

general details so pushing out information is facilitated following a disaster. Cloud-

based storage and hard copies of messages and critical contact lists are now a standard 

operating procedure for one hotel post-Kaikōura. Depending on the time of day and 

circumstances, advanced messaging creation could prove valuable to a skeleton staff or 

less experienced team. Knowing how to say something can be as important as what to 

say for guest perceptions, considering service is as much about perception as actual 

performance (Kwortnik, 2005).  

The ability to answer guest questions quickly and confidently could minimise or 

mitigate guest concerns. A quality flow of information can shape guest perceptions and 

satisfaction (Kwortnik, 2005). The adoption of best practice of pre-scripting messaging 
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for use in a disaster works towards hotels’ customer service and satisfaction objective 

and aligns with industry best practice concepts as seen in customer service indices such 

as LQI which include responsiveness (responds to requests and solves issues), 

confidence (knowledge about the area/property including hotel safety), and 

communication (prompt and correct information) (Getty & Getty, 2003). Staff with 

access to messaging early in a disaster could meet responsiveness, assurance, and 

communications criteria for positive customer perception. 

Some disaster scenarios were not part of the hazard risk considerations, according 

to staff and managers. Hydrometeorological hazards such as floods and storms were not 

listed by interviewees discussing potential hazards. Biological-hazards such as 

infectious disease outbreaks were also not included as a possible disaster in the 

interviewee responses. This narrowed view of possible risks could be based on optimism 

bias, the tendency to underestimate possible risks (Eiser et al., 2012). The need for 

moving toward an all-hazards method of disaster management is well illustrated when 

considering infectious disease outbreaks. Outbreaks can be born locally or brought from 

other areas of the world; international tourism is one factor in the spread of diseases 

(Stefanica & Butnaru, 2014). No place is safe from a possible outbreaks in the age of 

daily international flights, reinforcing the value of all-hazard approaches. New Zealand 

had 3.775,000 international visitors in a twelve month period ending April 2018 (MBIE, 

2018b). Planning for, and consideration of skills and knowledge to enhance quick 

containment of infectious disease outbreaks should be developed for staff training. 

Lessons learned from others involved in a pandemic situation, for example, cleaning all 

public areas regularly, throughout the day, with a disinfectant (Lo et al., 2007), should 

be considered in day to day operational plans. 
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Terrorism is a hazard that HB and WL staff and managers did not discuss. 

Terrorism is a rare occurrence in New Zealand. However, the travel industry is affected 

by local disasters as well as disasters that occur in other places. For example, Malaysian 

hotels suffered in the months following the bombings in Bali in 2002 and 2005. 

Malaysian hotel managers commented that events in Indonesia caused indirect 

repercussions in Malaysia (AlBattat & Mat Som, 2014). Furthermore, the capacity to 

respond to unusual and unexpected circumstances is useful in today’s unpredictable 

climate. In Hawaii, on January 13, 2018, a false alarm message broadcast was sent to 

cell phones and mass media outlets warning everyone of an inbound missile attack 

(Andone, 2018). The message, retracted 38 minutes later, sent tourists and hotel staff 

scrambling for shelter in hallways, ballrooms, basements, and bathtubs (Hannemann, 

2018). According to Hannemann (2018), chief executive officer of the Hawaiian 

Lodging and Tourism Association, Hawaii has utilised its image as a safe destination to 

attract guests and conferences for decades. Following the event, the association 

launched a survey of hotels to better understand what hotels did, how well they were 

prepared and what lessons could be learned. Hannemann said, in an interview with 

Hawaiian Public Radio, that the competitive edge of being a safe place is important to 

marketing Hawaii and actions need to be taken to protect that image in the future.  

New Zealand also enjoys a safe reputation. A comprehensive all-hazard 

knowledge base will ensure that staff and managers have the information they need to 

take appropriate action in unexpected situations. Additionally, staff exposure to 

resilience could contribute positively to resilience in the wider New Zealand 

community. Guests perceptions of safety may differ based on their country of origin. 

Considering a multi-hazard approach to disaster resilience building may introduce 

additional measures to improve perceptions by guests. 
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Physical Capital 

From the results of this research, hotels have physical capital resources available 

in case of disaster. Both life safety measures and business continuity structures are 

present. Some tsunami evacuation path investigation is needed for enhanced life safety 

opportunities, and alternate sources of power could enhance operability in the time 

immediately following some disasters. 

Only a very few of the hotels surveyed (n=2) do not meet 100% of current building 

standards, based on data and GM responses. In agreement with the Hotel Resilient 

program, and SDG 9, resilient and sustainable business environments must have 

infrastructure that is resilient to local hazards (GRI et al., 2015; GIZ, 2017). This concept 

of resilience is reiterated in the SFDRR which calls for reduction in disruption to 

infrastructure and services (UN, 2015, Annex II, section II para 18d). Based on the data 

this essential factor is prioritised by most hotels in the study. Furthermore, all are 

required by law to have evacuation plans in place that have been approved by fire 

services. Staff are aware of building seismic compliance statistics and in WL, all staff 

interviewed were able to state the percentage of compliance (e.g., “Our hotel is 110% 

of standards”). Whether WL hotels that are located within the tsunami inundation zone 

could be used as a vertical evacuation structure for hotel guests and the public is unclear, 

this aspect of the buildings has not been evaluated by infrastructure experts. Vertical 

evacuation suitability should be determined (by appropriate engineer) and socialised 

among staff.  

Another area for improvement is alternate power generation capacity. In WL, 73% 

of hotels do not have back-up power alternatives, in HB 50% do not. A study of hotels 

involved in the 2003 black-out in eastern North America found 48% of hotels surveyed 

afterwards did not have power generators and relied exclusively on a battery back-up 



233 

 

system that is designed to last only one to two hours to allow for evacuation (Kwortnik, 

2005). This means building safety and occupancy is questionable at best during a 

response period, both qualities are imperative for resilience. The extended time of the 

2003 black-out caused guest service interruption. For example, important systems like 

door keys require electricity to make the key cards, although the door locks themselves 

were battery operated. Technical complications like this required additional workforce; 

staff had to be stationed on each floor to let guests into their rooms. Inoperable phone 

systems and vending machines were also a complaint by guests. Hotels without power 

also had to close all food and beverage facilities. Sources of guest dissatisfaction over 

the two-day outage almost always stemmed from facility issues (Kwortnik, 2005).  

In the 2003 black-out guests expected hotels to have power generation for 

necessary systems and were not sympathetic or understanding when they did not. The 

overall effect on the bottom line was that 30% of hotels with power experienced an 

occupancy increase compared to 9% of hotels without power. Hotels without power 

experienced a decrease in occupancy at a rate of 36% (Kwortnik, 2005). Electrical 

service is vulnerable to interruption from a wide variety of disruptions. The addition of 

back-up power generation capabilities should be considered and analysed by those 

hotels which have not developed this capability. Kwortnik (2005, p. 37) writes, “Service 

excellence is a system. The physical plant, service processes, and formal plans are the 

foundation of the system...” At a minimum, the possible consequences of a longer-term 

outage should be considered on a facility operations basis and possible remedies 

considered in advance.  

Natural Capital 

 As with physical capital, there are many positive predictors of natural capital to 

build disaster resilience in WL and HB. Secondary data and survey data from staff and 
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managers agreed that the environment is considered in policies and procedures, hotels 

are participating in recycling, and the life safety risk from natural hazards can be 

somewhat mitigated through evacuation routes if needed.  

 Secondary data also shows that New Zealand has paid attention to the 

sustainability of natural resources that attract tourism (The Treasury, 2016). The value 

of natural resources is also highlighted in SDG 11, calling for stakeholders to focus on 

ensuring that practices do not degrade resources (GRI et al., 2015). Reducing hotel and 

tourist impact on the natural resources is an ongoing need. 

Research and study into the risks from natural hazards is robust and continuous. 

This thesis is one example of New Zealand’s dedication to improved understand of 

disasters and resilience, funded in part by Massey University, GNS Science, and 

Hawke’s Bay Civil Defence. Another example is new communication tools being 

launched by the HB Emergency Management (and others) web page which allows an 

address input to show an exact position on tsunami evacuation maps (Hawke's Bay 

Emergency Management Group, 2018). New Zealand universities and other entities 

sponsors a number of academic based organisations aimed at ongoing research in the 

disaster space. These include Resilient Organisation, the Joint Centre for Disaster 

Research, Natural Hazards Research Centre, and the Centre for Sustainability. 

Additionally, QuakeCoRE, a Centre of Research Excellence (CoRE), combines 

engineering and social science perspectives for earthquake topics and the Resilience to 

Natures Challenges works to build new knowledge for New Zealand’s resilience to 

multiple hazards. 

Interviews with HB staff and managers found that the low topography of the area 

was considered when planning tsunami evacuations and some hotels had unofficial 

vertical evacuation options while others had clear ideas of best routes for reaching 
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higher ground. Wellington staff interviewed did not consider tsunami threat in their 

planning and evacuation. Geographically, 11 of 28 hotels in WL are in a tsunami mid-

level risk zone (Horspool et al., 2015). With similar risk of a tsunami to HB, it is 

interesting that the staff and managers in both cities consider the threat very differently.  

Cognitive Dissonance Theory (CDT) describes how uncomfortable and 

irreconcilable information may be avoided or discounted to achieve consonance 

(Festinger, 1957). People located in hazard areas may trivialise the hazards to avoid 

cognitive dissonance (Burby, 1998). Applying CDT, it may be that WL’s recent 

experience with the reality of earthquakes is as much as the staff interviewed can 

manage within their thoughts, and so they have mentally eliminated the tsunami threat. 

For some interviewees in WL, evacuation in an earthquake (if deemed necessary) and 

seeking higher ground in a tsunami would indeed be challenging to accomplish based 

on the hotel’s location and topography. Hawke's Bay has not experienced a major 

incident for some time, so the reality of the dangers may be further removed; therefore, 

more comfortable to consider.  

Risk analysis that includes assessment of risks from a hotel’s geographical 

location must be part of planning for hotels. This concept is incorporated into SDG 9 

calling for resilient and sustainable infrastructure and is further enforced by the SFDRR 

through the targeting reduction in disaster damage to critical infrastructure (UN, 2015, 

Annex II, section II para 18d).  Resilience requires an understanding of the risks and 

hazards (GRI et al., 2015). Additionally, increased networking with all stakeholders 

(including emergency management organisations) may help to clarify risks and 

protective actions (Nguyen et al., 2018). Networking, while adding to social capital, can 

also assist with barriers to pre-disaster planning due to knowledge limitations (Nguyen 

et al., 2018). Hotels with risks from tsunami need to recognise their risk, develop safe 
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evacuation protocols, and socialise this information to staff who may be required to 

organise and aid in evacuations of the facility. 

Cultural Capital 

 The importance of cultural capital relates to knowledge of local hazards and 

protective actions as well as cultural influences on the local system that influence hazard 

knowledge, risk, and mitigation strategies. Survey findings measured cultural capital 

available based on length of time in New Zealand. More than 75% of GMs and staff 

were in New Zealand during the Christchurch earthquake and all were here during the 

Kaikōura earthquake. Recent disaster experience in the country exposed the staff and 

GMs across New Zealand to unfolding event disaster news and stories, as well as 

presented an opportunity to consider how an earthquake may affect them in the future.  

The experience with disasters in recent years may also be what drives the safety 

culture developing in New Zealand. Interviews showed all participants knew slogans of 

safety like ‘drop, cover, hold’ and ‘long, strong, get gone’ (for near source tsunami) and 

understood what protective actions should be taken during earthquakes and tsunami. 

This safety culture does not clarify people’s understanding of local hazards as discussed 

above regarding tsunami. During interviews 80% of people reported emergency kits in 

their homes.  

One area of consideration in the safety culture being developed is the possible 

prioritisation of guests over staff. Based on interview responses, many hotels’ 

evacuation policies require staff to report to the warden in the lobby before being 

deployed by wardens back up to floors to clear the areas of guests. Staff also discussed 

in interviews their responsibility to ensure the safety of guests. At current levels of 

training, staff are not equipped to perform rescue operations, and sending them back 

into a building to evacuate others prioritises the safety of the guest over staff. Managers 
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may want to consider scenarios where staff safety requires guests to self-evacuate with 

processes that improve communications of evacuations to all areas of the hotel. Once in 

the lobby, staff may be safer heading to assembly points, instead of performing roles 

that may be better suited to professional rescue personnel. 

Based on the DRFH, hotels in WL and HB have many resources available to them 

to draw on in a disaster. The above discussion highlights strengths and possible gaps 

and provides suggestions for ways that hotel managers can address those gaps. This 

study, while academic in nature, has always sought to provide workable solutions for 

managers’ challenges to becoming more resilient to disaster. A summary table of 

findings and recommendations can be found in Chapter 8. 

Framework Interdependencies 

The DRFH is designed with capital groups independent of each other to visually 

illustrate to managers that an organisation may enter into disaster resilience building 

activities from multiple entry points. Research has shown that managers cite lack of 

time, beyond operational requirements, for disaster preparedness activities (Orchiston, 

2013). Confirming how precious time is for managers, a hotel GM described efforts to 

revamp and improve disaster planning as slow moving due to requirements of day to 

day operations. Funding can also be challenging for disaster resilience building 

activities (Nguyen et al., 2018). However, understanding links between capitals and how 

building capital in one area can lead to improved resources in other capitals, or lack of 

resources in other areas may be useful. Some of these links have been described in 

Chapter 7’s capital section discussion. Additional linkages are discussed below. 

Physical capital includes life safety measures, like evacuation routes. Human 

capital is also required here, to make use, through knowledge of the evacuation routes, 

as well as in what circumstances evacuation is called for and when other action may be 



238 

 

more protective. For example, in an earthquake that may be followed by a tsunami, 

evacuation to the street level may not be the best choice. Staff knowledge of best actions 

as part of preparedness training is intrinsically linked with physical safety features. 

Human capital and social capital share linkages as well. The capacity to work as 

a group can be vital to adaptive strategies. Skills and knowledge are complemented by 

social networks to move critical information through the system. Social capital can also 

link hotels with important cultural knowledge and local resources. 

Cultural capital can include valuable knowledge of natural capital as a protective 

agent to some natural hazards. Additionally, cultures can integrate disaster planning and 

preparedness as a response to heightened risks. New Zealand has worked hard to 

integrate protective actions into its community fabric. Based on interviews with staff, 

ideas like ‘long, strong, get gone’, which ask people to recognise the threat of a local 

source tsunami and seek higher ground quickly, are embedding into the culture. This 

idea combines the use of natural capital and cultural knowledge to save lives. 

How well these ideas promote action has been considered following the Kaikōura 

earthquake. Many people recognised the strength of the earthquake, but still did not 

immediately seek higher ground (Blake, Johnston, Leonard, McLaren, & Becker, 2018). 

Further research into people’s knowledge versus actions is needed.  

Capital Groups Weighting 

An overarching theme is the weighting of capitals. Based on specific disaster 

scenarios some capitals may have dominant importance over others. For example, in the 

case of seismic activity, physical capital could be considered a primary capital 

component (Brown, Feldmann-Jensen, et al., 2019). The need to have the building 

standing, once the shaking stops, is the first concern; all protective actions and responses 

rely on this single factor. However, the capital-based approach used in this research is 
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grounded in the idea that “each capital group has its own contribution” to make to 

resilience (Mayunga, 2007 p.9). Individual capital group may be incrementally more 

important based on variables which include temporal qualities, resources, and specific 

hazards.  

Providing weights to different predictors considers the idea that judgements based 

on theory or evidence, can be made as to the relationship between different capitals 

(Mayunga, 2007). Weighting predictors may prioritise some predictors over others, but 

not necessarily in a way that encourages hotel engagement in disaster resilience 

building. One of the DRFH’s features is the independence of capitals from each other, 

allowing for ease of entry for management when planning disaster resilience strategies. 

In considering resilience to disaster for hotels, weighting of variables of predictors 

would require expanding predictors to include types of disaster based on the study area, 

making the combinations of weightings highly varied. The following discussion 

illustrates some of the different interdependencies that specific locations or properties 

may want to consider in building disaster resilience. 

The importance of physical capital is highlighted by examples of hotels failing 

due to total loss of operability. For example, in the 2011 earthquake in Christchurch, a 

large hotel in the central business district became unstable and failed on one side causing 

the building to be declared a total loss (Department of Building and Housing, 2012). 

Other capitals did come into play in the immediate response. For example, based on 

interview data, staff members were instrumental in assisting people on upper floors in 

finding a safe evacuation path down and out of the structure. Leveraging knowledge to 

save lives is an important human capital resource. However, the hotel's ultimate 

demolition indicates that physical capital, the building’s actual ability to withstand 

strong ground motion, played a critical role in future operations. 
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In other disaster scenarios, different capitals may take priority. For example, in 

the case of a tsunami, natural capital can play a pivotal role. Mangroves, sand dunes, 

and reefs can potentially mitigate the negative effects of tsunami (Cohen, 2015). In a 

tsunami physical capital also becomes a line of defence based on proximity to shoreline, 

elevation, and potential for vertical evacuation. 

Potential threats from terrorism rely on human capital as a critical component. 

Staff training is integral to counter-terrorism strategies. Training staff to be aware of 

potentially threatening circumstances can provide much needed warning of potential 

attacks (Wernick & Von Glinow, 2012). Human capital combined with physical capital 

infrastructure which includes security mechanisms are two important interdependencies 

for risks from terrorism. 

The potential for the spread of disease requires utilisation of both human and 

social capital as components to resilience. In the SARS outbreak of 2003 staff at some 

hotels were trained to perform specialised cleaning tasks to limit the potential spread of 

disease and were asked to cooperate with management in reducing their working hours 

to help the hotel remain operational in the wake of reduced guest numbers (Lo et al., 

2007). Staff with less financial need voluntarily reduced their hours to allow staff with 

more financial needs to maintain their income. The adaptive skills and social cohesion 

of staff members got the hotels through a very challenging period. 

Finally, different capitals may become more important as operations pass from 

pre-event to disaster response, and then recovery. For example, in the pre-disaster time 

period physical capital and human capital need to be increased by targeting physical 

strengthening, safety measures, staff training, and increases of knowledge. Cultural 

capital becomes instrumental in the immediate response to some disasters. 

Understanding and recognising the impending threat of a tsunami and what protective 
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actions to take can be cultural knowledge (Gaillard & Mercer, 2012). Cultural 

knowledge can provide the ability to act quickly and could mean the difference between 

life and death.  

In the later response phase and early recovery, cultural capital and social capital 

may become critical. In the aftermath of the Kaikōura earthquake accommodation 

providers were able to connect with the local Takahanga Marae (Maori community 

centre) for food and shelter while awaiting evacuation of visitors via helicopter 

(Stevenson et al., 2017). Understanding what and where resources were available in the 

immediate time following the event required the use of (or development of) network 

connections. 

The importance of economic capital resources during recovery becomes pivotal. 

Insurance payouts, financial capital to bridge possible slumps in business, and diverse 

sources of income all become resources of focus when an organisation is recovering 

from a disaster and trying to reach a new operational equilibrium. 

Barriers to Developing Disaster Resilience for Hotels 

 Barriers to building disaster resilience revealed by this research are: time, 

awareness, and financial resource allocations. Managers are often fully committed, 

time-wise, to operational concerns. However, it may be that with limited effort managers 

can engage their staff in the process and relieve much of the workload. The Theory of 

Planned Behaviour (TPB) describes intentions to act as being tied to one’s ability to 

perform corrective actions, social norms, and attitudes towards the behaviour (Ajzen, 

1991). Based on this theory, providing actions that are achievable and effective for 

reducing risks are essential if managers and staff are to be encouraged to build disaster 

resilience. The DRFH’s multi-entry format allows organisations with resource 

constraints an opportunity to make small, incremental changes to their resilience. 
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Protection Motivation Theory (PMT) discusses how a combination of threat 

seriousness, perceived probability of occurrence, available mitigation actions, and 

confidence to perform the actions all contribute to a person’s intention to protect 

themselves prior to an event (Maddux & Rogers, 1983). Development of an all-hazard 

approach to disaster management has been an important recommendation of this 

research, however, the threat of some types of disaster are not considered to be a priority 

for hotels in this study. While many agree the consequences of, for example, tunami 

could be disastrous, the percieved likelihood has been shown in this research to be 

underestimated in some locations. Taking actions to protect relies on the understanding 

of the seriousness of the threat, therefore, some staff that don’t recognise the threat may 

not consider important protective action any different to other types of threats. In 

adopting an all-hazard approach risks can be better evaluated based on empirical 

evidence, and policies can be developed to support the information developed on 

hazards. Additionally, development of broader networks may improve information 

regarding hazards and protective remedies, also working towards the improved 

motivation for protection of staff and properties. 

Interviews with staff from many different departments revealed enthusiasm and 

engagement for disaster management topics. Capitalising on those staff who are 

interested and engaged in developing organisational resilience can alleviate some of the 

GMs’ time burden, although the ultimate responsibility to ensure plans are adequate 

rests with managers. Furthermore, engaging staff in this manner also builds human 

capital in the form of knowledge and skills and social capital gains are achieved by 

breaking down silos between management and staff as well as an increased the sense of 

community and contribution towards professional development. 
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 Financial challenges as a barrier requires management to analyse the costs of 

engaging in resilience building versus the cost of doing nothing. This barrier is where 

the independent nature of the DRFH can best be illustrated as an asset to the framework. 

In an ideal situation all properties would have a budget for disaster resilience activities 

and could allocate staff and other resources from that budget to build their disaster 

resilience. Yet, many different aspects of resilience do not require great investment and 

may already be part of a business operations to a limited extent. For example, hotel GMs 

and staff report that a team approach is part of the operation already, but not as often 

part of disaster planning. The cost of adding staff to the disaster planning efforts could 

be quite small, in comparison, to gains in social and human capital. Both social and 

human capital resources are needed daily to provide guests’ services so gains in those 

capital resources through disaster planning may also work towards improving daily 

service goals at the same time. This study demonstrated that social capital is the one 

resource that expands with use, as discussed in Chapter Six.  

 For WL, tsunami risk may also be underestimated due to optimism bias. To 

combat the bias, Meyer and Kunreuther (2017) suggest considering how this bias is 

affecting possible planning and consideration of protective actions. This example 

illustrates the need to actively consider disaster resilience building for hotels, and the 

value of an all-hazards approach. If managers were to discount a particular risk as 

unimportant, they may also overlook important differences in actions needed. The all-

hazard view provides an opportunity to begin the conversation on multiple fronts. The 

key here is to start somewhere, doing something, and build on that synergy.  
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Chapter Summary 

The DRFH developed in this research has been used as a basis for collecting both 

quantitative and qualitative data. Chapter Seven presented the combined data findings 

and recommendations for building resilience to disaster for hotels in the study. 

Appendix E contains an abridged version of the discussion developed to present at the 

8th International Conference on Building Resilience in Lisbon, Portugal. The condensed 

version was required to meet conference guidelines. Chapter Seven also explored DRFH 

interdependencies, considerations for weighting predictors and barriers to improving 

disaster resilience in the hotel sector. The final chapter will conclude this thesis, discuss 

limitations of the research, and offer avenues of future research that can build upon this 

study and further aid the hotel sector in developing disaster resilience.  
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Chapter Eight: Future Research, Summary, Limitations, and Conclusion 

Research in the field of resilience continues to contribute to our understanding of 

what resilience is, and how to harness resilience attributes when needed in times of 

disruption. The landscape of hazards and risks continues to get more complicated and 

relevant as time goes by, especially in consideration of coastal areas and global changes. 

Building disaster resilience can help hotel managers face many of the challenges that 

may disrupt their operations.  

Future Research 

The development of the DRFH and the subsequent research presented in this thesis 

has contributed to the study of disasters and tourism by developing sector specific 

predictors of disaster resilience and sampling an area to measure resilience utilising that 

frame of reference. Recommendations for future action (Table 8.1) can ultimately lead 

to improved disaster resilience. Beyond this study, there are a number of new research 

paths that can extend this knowledge and contribute additional information and ideas 

for building resilience in the hotel sector. 

Future research looking at refining predictors through case studies drawn from 

areas with different risks will add to the knowledge significantly. The DRFH may be 

enhanced by data drawn from geographic areas that have different hazard priorities. In 

the interviews (Chapter Six) most staff discussed concerns and actions taken in 

earthquakes or tsunami. Expanding the geographic area for a new study may reveal 

additional predictors of resilience not evident in New Zealand, and enhance the all-

hazards perspective of the DRFH. A study by Paraskevas (2013) recommends a strategy 

to interface security functions at hotels with the terrorist attack cycle. Some of these 

components could have interesting application to non-terrorist situations. For example, 

the connect component looks at valuable networks, but also redundant communications 
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platforms and reporting systems for suspicious behaviour (Paraskevas, 2013). These 

ideas could translate into other types of potential disasters and further refine the DRFH. 

Also, resilience predictors found present in hotels in New Zealand may not be present 

(or present in the same levels) in other areas. For example, based on both surveys and 

interviews, critical data is being backed-up at regular daily intervals, hard copies are 

available if needed in the majority of hotels. This valuable practice is an industry 

standard in WL and HB; is the practice the same for other areas? If not, does the lack of 

this practice also connect with other predictors in any way? 

Another avenue for future refinement of the DRFH is to look at factor analysis 

based on a large survey sample. Factor analysis could develop a deeper understanding 

of overlaps and other predictor characteristics, adding additional validity to the DRFH’s 

predictors and surveys in the future. Pappas (2018) utilised factor analysis in a study 

aimed at understanding Greek accommodation providers’ responses to crises in Greece. 

The results identified five areas of focus, including developing competitiveness, 

operations, marketing, productivity, and financial aspects (Pappas, 2018). The DRFH 

predictors, drawn from the literature, are a step forward for understanding resilience to 

disaster for the hotel sector, but further mathematically-based analysis would also be 

valuable. 

Research investigating guest perceptions of safety and risk factors from a multi-

hazard perspective would provide valuable links to this research. In 1997 Drabek 

published a study of people impacted by disasters which included interviews with 520 

tourists. The findings of this study highlighted the need to develop policies and 

procedures for communication and evacuation of tourists in disasters as well as a need 

to improve public/private collaborations. Guest safety in tsunami was studied by 

Cheung and Law (2006). Interviews with hotel managers in Macau and Hong Kong 
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found that a general lack of risk awareness and planning existed. Guest views were not 

part of this study, with the exception of a small example from Trip Advisor (Chapter 

Six). Guest perceptions and lessons learned during the blackout in 2003 of the eastern 

area of the United States and Canada was investigated by Kwortnik (2005), also from 

the management perspective. When researching guest perspectives, the value of direct 

input from guests is evident. As more social media data is available, including reviews, 

exploring guest expectations and opinions becomes an easier premise. One study of Trip 

Advisor found some reviews, hotel ratings, and comments reflected issues encountered 

during disasters for guests (Banerjee, & Chua, 2016). Investigating guests’ perceptions 

and safety issues from a combination of surveys, interviews, and social media reviews 

could provide valuable information for hoteliers that may improve both guest safety and 

guest satisfaction, adding to the knowledge gained from this research. 

Research capturing large samples of staff may illuminate new ideas for 

consideration. As discussed above, many studies present manager-centric data (Cheung 

& Law, 2006; Kwortnik, 2005). This study’s sample for staff was small largely because 

it required assistance from GMs as gatekeepers. The value of input from stakeholders 

throughout the organisation added an important link between the managers’ ideas of 

what policies and protocols are, and staff members understanding of these. Also, staff 

often have ‘front line’ daily contact with guests which is a valuable pool of knowledge 

for future research. This potential group of research participants is challenging to access, 

but the data would add significant value to this area of research. 

Summary and Recommendations 

Table 8.1 summarises the findings of both the qualitative and quantitative research 

undertaken, and lists the recommendations for hotels which were developed from those 
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findings. The summary presents the main discussion themes from throughout the thesis 

and is presented as a tool for future disaster resilience planning in the hotel sector. 

Table 8.1 

Summary of Findings and Recommendations from Mixed Methods Data Analysis 

 

Economic Capital 

Research Findings Recommendations for Hotels 

Financial strength:  

 Tourism industry experiencing growth 

including an increase in hotel guest nights. 

40% of hotels do not have financial reserves.  

 

Availability of resources: 

 Disaster management is not part of the 

budget 

Financial Strength: 

 Strategize increasing financial reserves 

 

Availability of resources:  

 Include disaster management activities in 

budget 

 

Diversity of income:  

 Increases in the diversity of customer bases 

are happening and supported by marketing 

efforts 

 

Diversity of income:  

 Continue to seek out new markets to 

increase customer base diversity 

 

Staff economic resilience:  

 Growth in tourism jobs, longevity of 

employment, and regular savings by staff 

promote economic resilience 

Staff economic resilience:  

 Encourage personal property insurance 

acquisition by staff 

Social Capital 

Research Findings Recommendations for Hotels 

 Social cohesion/connectedness/networks: 

  Close intra-organisational networks. Higher 

in WL post-Kaikōura earthquake.  

Social network:  

 Improve inter-organisational relationships 

and networks that may be needed in a 

disaster 

 

Capacity to work as a group:  

 Demonstrated thinking on their feet and 

pulling together. Organisations offer limited 

opportunities to socialise.  

 

Social cohesion:  

 Increase management support of social 

activities for staff cohesion development 

Trust:  

 Some concerns about organisational and 

management priorities but confidence in 

plans.  

 Leadership takes thoughtful actions and 

values input from staff 

Capacity to work as a group: 

  Include staff in disaster management 

planning. Clarify availability of personnel 

in a disaster 
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Table 8.1 (continued) 

Summary of Findings and Recommendations from Mixed Methods Data Analysis 

Human Capital 

Research Findings Recommendations for Hotels 

Health and wellbeing:  

 Medical insurance available and perceived 

control is high for staff and GMs. 

 

Skills:  

 Need all-hazards training and exercises 

for all staff.  

Skills:  

 Employees have some experience in fire 

evacuation exercises and special trainings 

(e.g. first aid but limited non-fire related 

exercise and training experience.  

Capacity to adapt:  

 Many staff and GMs could not get to work 

in some types of disasters. Clarify skills 

available in a disaster, consider cross-

training to address potential gaps. 

 

Capacity to adapt:  

 Employees are ready, willing and able to 

assist in a disaster but may be challenged in 

getting to workplace. 

  Managers showed creative adaptation but 

need to consider guest satisfaction when 

possible.  

 

Knowledge:  

 Improve staff all-hazards protective action 

knowledge.  

 Guests need additional multi-hazard 

information e.g. additional door signage.  

 Disabled guests need priority all-hazard 

evacuation consideration. 

 Keep public areas cleaned and 

disinfected on a frequent schedule Knowledge:  

 Staff and managers have an understanding 

of basic evacuation protocols and industry 

experience.  

 

Business continuity:  

 Critical data is handled with disruptions of 

service considered. Leadership in key areas 

is available. 

Business continuity:  

 Develop information and communications 

skeletons in advance of disaster. 

Physical Capital 

Research Findings Recommendations for Hotels 

Life safety:  

 Building standards are being met. 

  Evacuation routes are well known. 

 Building height factors into service levels 

when elevators are inaccessible.  

Life safety:  

 Consider evacuation from an all-hazard 

perspective including socialisation of 

correct actions based on hazard.  

 Emergency supplies of food and water 

also need development 

 

Business continuity:  

 Critical data protection is integrated into 

basic processes. 

Business continuity:  

 Power back-up capacity needs 

improvement. 

 Insure redundancies or other options for 

power dependent systems (i.e. key 

making capacity). 
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Table 8.1 (continued) 

Summary of Findings and Recommendations from Mixed Methods Data Analysis 

Natural Capital 

Research Findings Recommendations for Hotels 

Hotel exposure to natural hazard risks:  

 Natural hazard risk is considered by 

research and policy organisations and risk 

mitigation is available in the natural 

environment (e.g. higher ground). 

      Hotel exposure to natural hazard risks:  

 Detailed risk assessments are needed in 

some cases.  

 Staff need to be aware of risks and 

protective actions (i.e. tsunami). 

 

Hotel impacts on the local environment:  

 Organisational commitment to natural 

environment protection are present. 

Sustainable activities are being considered 

and research is ongoing. 

        Hotel impacts on the local environment:  

 Act as watch dog for natural resource 

conservation and protection. 

Cultural Capital 

Research Findings Recommendations for Hotels 

Cultural influence on social system: 

 Safety culture exists.  

 The duty of care for guests is integrated 

into the culture.  

Cultural influence on social system: 

 Policies need to prioritise all people’s 

safety. Staff safety needs to be balanced 

with guest safety. 

 

Cultural knowledge: 

 Previous experiences of local hazards are 

influencing new actions and strategies.  

 Some lack of cultural knowledge may 

influence lack of tsunami strategies in WL.  

Cultural knowledge: 

 All-hazards approach can ensure 

protective actions are understood for 

varied scenarios 

 

As discussed throughout many chapters of this thesis, taking an all-hazards 

approach when developing disaster management activities is key for resilience building. 

This concept repeats in many different ways within the recommendations, which only 

serves to substantiate the overarching need for hotel disaster resilience building. 

Study Limitations 

Research has limitations that are important to understand when making meaning 

of the data. The following is an overview of limitations within the scope of this study. 
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In order to present a balanced view of subjective concepts both manager and staff 

participation was required. A limitation of the study was the challenge of access to this 

group; novel approaches are needed. Many studies have utilised input from hotel 

management (AlBattat & Ahmad, 2015; Nguyen, Imamura, & Iuchi, 2018; Ritchie et 

al., 2011). However, this study sought to draw on multiple perspectives within hotel 

properties to get a fuller, nuanced, picture of data. General managers provided access to 

staff, but the GMs’ personal time limitations made a large survey sample challenging to 

achieve. Quantitative data often seeks to develop data that can be generalised across a 

broader group (Johnson & Onwhegbuzie, 2016). Generalisation is not possible with this 

data. The additional qualitative research adds to the validity of findings from the small 

quantitative sample (Johnson & Onwhegbuzie, 2016). 

A further limitation of the study includes the localised case study nature of the 

data and variables, also making widespread generalisation inappropriate. Data and 

recommendations are specific to the study area. The small sample size of total hotels in 

the two study areas was 28 and 18. While a high percentage of hotels participated, the 

non-participants of this small sample also may create bias. The reasons hotels did not 

participate could be significant. However, the small sample size allowed personal 

contact and may be valuable to future research comparisons of small samples. 

Thesis Conclusion 

The combined results of this research (Chapter Seven) are the subject of a 

conference paper and two conference presentations. The academic conference is 

mentioned in Chapter 7 Summary and the paper can be found in Appendix E. One of 

the overarching objectives of this research has been to develop practical information for 

hotel managers to utilise for building disaster resilience. To that end a presentation of 

results (Chapter Seven) was made at the TIA Industry Annual Conference in July 2018 
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at the Cordis Hotel in Auckland. Over 300 attendees were presented with findings and 

recommendations developed from this research. In addition to data dissemination, 

conference discussions with managers and attendees provided insights into what 

information was important (they asked questions) and how effective the method of 

presentation was for hotel managers and owners. The attendees were engaged in the 

findings and many requested further information to take back to their hotels. The 

Authors Link to the article found in Chapter Four was also sent in the TIA monthly 

newsletter when it became available in August. One comment that was made by a 

number of attendees was their new recognition of the importance of considering 

exercises that are multi-hazard instead of the traditional fire drill format currently used 

most often. As a key message in the presentation it was valuable that this was picked up 

by attendees. The TIA representative relayed that many positive comments were 

received about the value of the findings for the hotel managers and staff. The contents 

of this presentation can be found in Appendix D.  

Brought to this academic study of disaster resilience within the hotel sector was 

the author’s experience working in several multi-national hotel chains. Long-term 

overarching objectives for ongoing research include the development of pragmatic ways 

for hotel management to build disaster resilience that also enhance profitability and 

long-term customer-service goals. This study is the beginning step in that journey. The 

importance of tourism to the world’s economy has been discussed at many points in this 

thesis. Developing disaster resilience is one critical way to work towards keeping hotels 

operational and ready to play their vital role in disaster recovery. Finding practical ways 

to allow the economic value of tourism to continue, while keeping guests and staff safe 

from harm, will require creative commitment.   
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Appendices 

Appendix A: Human Ethics Notifications 

Low risk notification- 4000016054 

From: humanethics@massey.ac.nz 

Date: July 3, 2016 at 7:28:07 PM PDT 

To: A.Lindsay@massey.ac.nz, Nancy.Brown.2@uni.massey.ac.nz, 

D.M.Johnston@massey.ac.nz, C.A.Morgan@massey.ac.nz, J.H.Liu@massey.ac.nz 

Cc: M.E.Thomas@massey.ac.nz 

Subject: Human Ethics Notification - 4000016054  
HoU Review Group 

Prof James Liu     

Prof Mandy Morgan 

 

Ethics Notification Number: 4000016054  

Title: Building disaster resiliency for the hotel sector 

 

Thank you for your notification which you have assessed as Low Risk.  

 

Your project has been recorded in our system which is reported in the Annual Report 

of the Massey University Human Ethics Committee.  

 

The low risk notification for this project is valid for a maximum of three years.  

 

If situations subsequently occur which cause you to reconsider your ethical analysis, 

please log on to http://rims.massey.ac.nz and register the changes in order that they be 

assessed as safe to proceed.  

 

Please note that travel undertaken by students must be approved by the supervisor and 

the relevant Pro Vice-Chancellor and be in accordance with the Policy and Procedures 

for Course-Related Student Travel Overseas. In addition, the supervisor must advise 

the University's Insurance Officer. 

 

A reminder to include the following statement on all public documents: 

 

"This project has been evaluated by peer review and judged to be low risk. 

Consequently, it has not been reviewed by one of the University's Human Ethics 

Committees. The researcher(s) named in this document are responsible for the ethical 

conduct of this research. 

If you have any concerns about the conduct of this research that you want to raise with 

someone other than the researcher(s), please contact Dr Brian Finch, Director 

(Research Ethics), email humanethics@massey.ac.nz. " 

 

Please note that if a sponsoring organisation, funding authority or a journal in which 

you wish to publish require evidence of committee approval (with an approval 

number), you will have to complete the application form again answering yes to the 

publication question to provide more information to go before one of the University's 

Human Ethics Committees. You should also note that such an approval can only be 

https://owa.massey.ac.nz/OWA/redir.aspx?SURL=A63km7KHjyS7vlv1hv00MzaDTP5To6AjWEp7Mtl4tAbZfMqhssvTCG0AYQBpAGwAdABvADoAaAB1AG0AYQBuAGUAdABoAGkAYwBzAEAAbQBhAHMAcwBlAHkALgBhAGMALgBuAHoA&URL=mailto%3ahumanethics%40massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=FthiLEddV5BBd_AZjLIEN4IZFZBGPFgZc9xnzXMRxHjZfMqhssvTCG0AYQBpAGwAdABvADoAQQAuAEwAaQBuAGQAcwBhAHkAQABtAGEAcwBzAGUAeQAuAGEAYwAuAG4AegA.&URL=mailto%3aA.Lindsay%40massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=FZRWZkhbIgeALlHswpoiWNC9zUO30lCe3VPRcAgnZajZfMqhssvTCG0AYQBpAGwAdABvADoATgBhAG4AYwB5AC4AQgByAG8AdwBuAC4AMgBAAHUAbgBpAC4AbQBhAHMAcwBlAHkALgBhAGMALgBuAHoA&URL=mailto%3aNancy.Brown.2%40uni.massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=Arir9PnQCh-MzFF7qN4RHZsVb4Q02xTGJAvlqQHjGnPZfMqhssvTCG0AYQBpAGwAdABvADoARAAuAE0ALgBKAG8AaABuAHMAdABvAG4AQABtAGEAcwBzAGUAeQAuAGEAYwAuAG4AegA.&URL=mailto%3aD.M.Johnston%40massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=ZJaeg8Ko_2syfUFe5j9XhrMf5vvw0zMKn1cOi1lvg8nZfMqhssvTCG0AYQBpAGwAdABvADoAQwAuAEEALgBNAG8AcgBnAGEAbgBAAG0AYQBzAHMAZQB5AC4AYQBjAC4AbgB6AA..&URL=mailto%3aC.A.Morgan%40massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=RWyEeQlhq4EDEw3eXW33zTZNHcXCk1HTPaEPyEBE0cLZfMqhssvTCG0AYQBpAGwAdABvADoASgAuAEgALgBMAGkAdQBAAG0AYQBzAHMAZQB5AC4AYQBjAC4AbgB6AA..&URL=mailto%3aJ.H.Liu%40massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=PP-G0C_3gvAtIRldn1Ad2Bzqb98imBSspvsy9TnpBlTZfMqhssvTCG0AYQBpAGwAdABvADoATQAuAEUALgBUAGgAbwBtAGEAcwBAAG0AYQBzAHMAZQB5AC4AYQBjAC4AbgB6AA..&URL=mailto%3aM.E.Thomas%40massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=IesdR0NxQGlcW1Txjh6sJWAd-dbxnX85GqJxWywY3O_ZfMqhssvTCGgAdAB0AHAAOgAvAC8AcgBpAG0AcwAuAG0AYQBzAHMAZQB5AC4AYQBjAC4AbgB6AA..&URL=http%3a%2f%2frims.massey.ac.nz
https://owa.massey.ac.nz/OWA/redir.aspx?SURL=A63km7KHjyS7vlv1hv00MzaDTP5To6AjWEp7Mtl4tAbZfMqhssvTCG0AYQBpAGwAdABvADoAaAB1AG0AYQBuAGUAdABoAGkAYwBzAEAAbQBhAHMAcwBlAHkALgBhAGMALgBuAHoA&URL=mailto%3ahumanethics%40massey.ac.nz
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provided prior to the commencement of the research.   

 

You are reminded that staff researchers and supervisors are fully responsible for 

ensuring that the information in the low risk notification has met the requirements and 

guidelines for submission of a low risk notification. 

 

If you wish to print an official copy of this letter, please login to the RIMS system, and 

under the Reporting section, View Reports you will find a link to run the LR Report. 

 

Yours sincerely 

 

Dr Brian Finch 

Chair, Human Ethics Chairs' Committee and 

Director (Research Ethics) 
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Full Review for Semi-Structured Interviews 

 

Approval- SOA 17/28 

 

HoU Review Group 

Prof James Liu 

Reviewer Group 

Dr David Johnston  

Prof David Johnston 

 

 

Researcher: Nancy Brown 

Title: Building disaster resiliency for the hotel sector 

  

Dear Nancy 

 

Thank you for the above application that was considered by the Massey 

University Human Ethics Committee: Human Ethics Southern A Committee at 

their meeting held on 18/07/2017. 

On behalf of the Committee I am pleased to advise you that the ethics of your 

application are approved.  

 

 

Approval is for three years.  If this project has not been completed within three 

years from the date of this letter, reapproval must be requested.  

If the nature, content, location, procedures or personnel of your approved 

application change, please advise the Secretary of the Committee. 

 

If you wish to print an official copy of this letter, Please logon to RIMS 

(http://rims.massey.ac.nz), and under the Reporting section, View Reports you 

will find a link to run the Ethics Committee Report. 

 

Yours sincerely 

Dr Brian Finch, Chair 

Massey University Human Ethics Committee 

 

 

 

  

http://rims.massey.ac.nz/
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Appendix B: Surveys 

Two surveys are included in Appendix B. Both indicate Hawke’s Bay, however, 

surveys in the two regions were identical. 

Survey 1 General Managers 

Hawke's Bay Hotels General Manager Survey: Disaster resilience within the hotel 
sector 
Start of Block: Information Sheet 

 

Building Disaster Resilience within the Hotel Sector Information Sheet  

Dear Participant,    

My name is Nancy Brown. I invite you to participate in a research study entitled Building Disaster 

Resilience within the Hotel Sector. I am currently enrolled at Massey University in the Emergency 

Management Department, School of Psychology, College of Health and Human Services. I am in the 

process of writing my PhD. The purpose of this survey is to measure disaster resilience predictors 

within hotels located in New Zealand. The enclosed questionnaire collects information regarding 

perceptions of hotel General Managers on a variety of concepts that contribute to disaster resilience.     

 

This project has been evaluated by peer review and judged to be low risk. Consequently, it has 

not been reviewed by one of the University’s Human Ethics Committees. The researcher(s) named 

above are responsible for the ethical conduct of this research. If you have any concerns about the 

conduct of this research that you wish to raise with someone other than the researcher(s), please contact 

Dr Brian Finch, Director, Research Ethics, telephone 06 356 9099 x 86015, email 

humanethics@massey.ac.nz.      

 

You are under no obligation to accept this invitation. Completion of the questionnaire implies 

consent. If you decide to participate, you have the right to:      

• decline to answer any particular question;   

• withdraw from the study by not answering the questions;   

• ask any questions about the study at any time during participation;   

• provide information on the understanding that your name will not be used unless you 

give permission to the researcher;   

• be given access to a summary of the project findings when it is concluded.      

 

 Data from this research will be protected and no one other that the researchers will know your 

individual answers to this survey. Results of this research may be published but individual names and 

individual organisation’s names will not be disclosed.      

 

If you chose to participate please answer to questions as best you can. It should take 

approximately 15 minutes to complete the survey. Once you start the survey you can leave and come 

back to finish, if needed, for a period of 5 days. You must be 18 years or older to participate.      

 

If you have any questions regarding this survey feel free to contact Nancy Brown, PhD 

Candidate at 021-171-9452 or n.brown1@massey.ac.nz or Supervisor David Johnston, PhD. At 027-

452-4000 or David.Johnston@gns.cri.nz      Because this research concerns disaster topics it may be 

helpful to understand the meaning of the word disaster in the context of this research:     For the purpose 

of this survey disaster shall mean:  A sudden event where the trigger is outside the current control of the 
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affected area (community and/or business), the event disrupts the function of that area and requires 

additional resources …to respond to and recover from the event.      

Thank you for your assistance in this important endeavour,   

Sincerely,   

Nancy Brown  

Principle Investigator 

Low Risk Ethics Notification Number: 4000016054 

o I have read and understand the information above for this study and consent to the collection of 
my responses CLICK  THIS RESPONSE IF YOU WISH TO PROCEED  (1)  

o Decline to participate  (2)  

 

End of Block: Information Sheet 

 

Start of Block: Social capital: Social networks/cohesion/connectedness 

 

SQ_1_1_1 This hotel takes a team approach to planning. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_2_1 Staff ideas and input are valued by leadership at this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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SQ_1_3_1 Socialising with co-workers is encouraged through activities organised by this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_4_1 Internally organised social and/or charitable groups are part of our human resource 

development plan. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_5 How often do you read or listen to the news? 

o Daily  (1)  

o 4-6 times a week  (2)  

o 2-3 times a week  (3)  

o Once a week  (4)  

o More than once per month  (5)  

o Less than once per month  (6)  

o Rarely or never  (7)  
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SQ_1_6_1 In my capacity as manager I build relationships with other organisations we may need 

to work with in a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_8_1 There are few or no barriers stopping us from working well with other organisations. 

o Strongly agree  (11)  

o Somewhat agree  (12)  

o Neither agree nor disagree  (13)  

o Somewhat disagree  (14)  

o Strongly disagree  (15)  
 

 

 

SQ_1_9_1 Common areas for staff to gather are available at this hotel (for example a lunchroom). 

o Yes  (1)  

o No  (2)  
 

End of Block: Social capital: Social networks/cohesion/connectedness 
 

Start of Block: Social capital: Capacity to work in groups, problem solving 
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SQ_2_1 People in this hotel are committed to working on a problem until it is resolved. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_2_2_1 This hotel is known for its ability to use knowledge in creative ways. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_2_3_1 Clearly defined priorities for what is important during and after a disaster are in place 

for this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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SQ_2_4_1 Owners or corporate leaders ask for my opinion regarding hotel matters at the hotel 

where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

o I am the senior most person in my organisation  (6)  

o Other  (7) ________________________________________________ 

 

End of Block: Social capital: Capacity to work in groups, problem solving 
 

Start of Block: Social capital: Trust 

 

SQ_3_1_1 This hotel has plans that will work in a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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SQ_3_2_1 Supervisors and departmental leaders take thoughtful actions to resolve problems at 

this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

End of Block: Social capital: Trust 
 

Start of Block: Economic Capital: Availability of resources 

 

EQ_1_1_1 Comprehensive multi-hazard insurance is carried by our organisation. 

o Strongly agree  (88)  

o Somewhat agree  (90)  

o Neither agree nor disagree  (91)  

o Somewhat disagree  (92)  

o Strongly disagree  (93)  

o Other  (94) ________________________________________________ 
 

 

 

EQ_1_2_1 The insurance carried by our organisation covers any potential loss of business income. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (9)  

o Other  (10) ________________________________________________ 
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EQ_1_3_1 The insurance carried by our organisation covers structural damage from disaster to 

this hotel (for example an earthquake). 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (9)  

o Other  (10) ________________________________________________ 
 

 

 

EQ_1_4_1 Disaster management expense is part of the hotel budget. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (9)  

o Other  (10) ________________________________________________ 
 

End of Block: Economic Capital: Availability of resources 
 

Start of Block: Economic Capital: Diversity of income 
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EQ_2_1_1 New opportunities for profit streams are constantly sought by our organisation. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 

 

 

 

EQ_2_2_1 Strengthening existing client base is our primary marketing aim. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 

 

 

 

EQ_2_3_1 Our customers come from many different markets. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 

 

End of Block: Economic Capital: Diversity of income 
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Start of Block: Economic Capital: Financial Strength 

 

EQ_3_1_1 Our organisation returned a profit in: 

o the last year  (1)  

o both of the last two years  (2)  

o all of the last five years  (3)  

o for more than six years running  (11)  

o Other  (12) ________________________________________________ 
 

 

 

EQ_3_2_1 Financial reserves are held by our organisation. 

o Strongly agree  (11)  

o Somewhat agree  (12)  

o Neither agree nor disagree  (13)  

o Somewhat disagree  (14)  

o Strongly disagree  (15)  
 

End of Block: Economic Capital: Financial Strength 
 

Start of Block: Economic Capital: Staff economic resilience 

 

EQ_4_1_1 State the number of staff that work in your organisation: 

o Full time:  (1) ________________________________________________ 

o Part time:  (2) ________________________________________________ 
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EQ_4_2_1 How many of your staff participate in profit sharing and/or monetary bonuses? 

o Number:  (1) ________________________________________________ 

o Other  (2) ________________________________________________ 

o We do not have a profit sharing or bonus system at this hotel  (3) 
________________________________________________ 

 

 

 

EQ_4_3_1 State the approximate number of staff that have worked for your organisation for: 

o Less than1 year:  (1) ________________________________________________ 

o 1 year- 3 years:  (2) ________________________________________________ 

o More than 3 years-5 years:  (3) ________________________________________________ 

o More than 5 years:  (4) ________________________________________________ 

o More than 8 years:  (5) ________________________________________________ 

 

 

 
EQ_4_5 Is your insurance coverage adequate to cover your personal property losses due to a 

disaster? 

o Yes  (1)  

o No  (2)  

o I don't know  (3)  

o I do not have personal property insurance  (4)  

o I am unsure what my insurance covers  (5)  
 

End of Block: Economic Capital: Staff economic resilience 
 

Start of Block: Human capital: Health and wellbeing 
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HQ_1_1 Do you consider yourself generally healthy? 

o Definitely yes  (1)  

o Probably yes  (2)  

o Might or might not  (3)  

o Probably not  (4)  

o Definitely not  (5)  
 

 

 

HQ_1_2 Do you believe you have control of your life and circumstances? 

o Definitely yes  (1)  

o Probably yes  (2)  

o Might or might not  (3)  

o Probably not  (4)  

o Definitely not  (5)  
 

End of Block: Human capital: Health and wellbeing 
 

Start of Block: Human capital: Skills 

 

HQ_2_1_1 I have participated in planning for disaster response. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_2_2_1 I have participated in training exercises for disaster response. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_3 In my home I have engaged in disaster preparedness planning (for example gathered 

emergency supplies, food, and water). 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_4 Within the last 3 years I have had training in CPR (Cardiopulmonary resuscitation) or 

first aid. 

o Yes  (1)  

o No  (2)  
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HQ_2_5_1 There would be effective leadership at this hotel if a disaster occurred. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_9_1 Leaders at this hotel provide opportunities for staff to discuss disaster preparedness. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_6 How long have you worked in the hotel industry (at any hotel)? 

o Less than 1 year  (1)  

o 1 year-3 years  (2)  

o More than 3 years-5 years  (3)  

o More than 5 years -10 years  (4)  

o More than 10 years  (5)  
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HQ_2_7 What is you highest level of education? 

o High school/college  (1)  

o Technical degree  (2)  

o Bachelors  (3)  

o Masters  (4)  

o PhD  (5)  

o Did not complete high school/college  (6)  

 

 

 

HQ_2_8_1 We have taken steps to decrease our risk of loss of life, or disruption of business, due 

to disaster in the past two years. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 
 

End of Block: Human capital: Skills 
 

Start of Block: Human Capital: Capacity to adapt 

 

HQ_3_1 This hotel develops staff with a team approach. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_3_2_1 This hotel encourages staff to solve problems in the work place. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_3_1 At this hotel tough decisions can be made quickly. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_4 If necessary I could walk to work in a reasonable length of time. 

o Extremely reasonable  (1)  

o Somewhat reasonable  (2)  

o Neither reasonable nor unreasonable  (3)  

o Somewhat unreasonable  (4)  

o Extremely unreasonable  (5)  
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HQ-3_5_1 We proactively monitor our industry to have an early warning of emerging potential 

problems. 

o Strongly agree  (11)  

o Somewhat agree  (12)  

o Neither agree nor disagree  (13)  

o Somewhat disagree  (14)  

o Strongly disagree  (15)  
 

 

 

HQ_3_6 Guests are provided with information about lifesaving emergency procedures. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_7_1 This hotel maintains sufficient resources to absorb some unexpected change. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_3_8_1 This hotel is focused on being able to respond to the unexpected. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ-3_9_1 Given how people depend on our organisation, the way we plan for the unexpected is 

appropriate. 

o Strongly agree  (11)  

o Somewhat agree  (12)  

o Neither agree nor disagree  (13)  

o Somewhat disagree  (14)  

o Strongly disagree  (15)  
 

 

 

HQ_3_10_1 I feel confident we can care for our guests if a disaster occurred. 

o Strongly agree  (11)  

o Somewhat agree  (12)  

o Neither agree nor disagree  (13)  

o Somewhat disagree  (14)  

o Strongly disagree  (15)  
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HQ_3_11 I would be available to work in the time immediately following a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_12 What factors influenced your answer to the previous question: I would be available to 

work in the time immediately following a disaster? 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 
 

End of Block: Human Capital: Capacity to adapt 
 

Start of Block: Demographic 

 

DM_1_4 Which hotel do you work for? 

________________________________________________________________ 
 

 

 

DM_1_8 With respect to your current position at this hotel, what is your status? 

o Regular staff  (1)  

o Seasonal Staff  (2)  

o Contract Staff  (3)  

o Other  (4) ________________________________________________ 
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DM_1_9_1 How many guest rooms are in this hotel? 

________________________________________________________________ 
 

End of Block: Demographic 
 

Start of Block: Human capital: Knowledge 

 

HQ_4_1_1 Emergency plans must be practised and tested to be effective. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

 

 

 

HQ_4_2_1 If key organisational people are unavailable, there are always others who can fill their 
roles at this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_4_3_1 Meetings are held following any emergency event (for example an evacuation alarm) 

at this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

o I am unaware of any emergency event occurring at this hotel  (6)  
 

 

 

HQ_4_5 In my lifetime I have experienced a disaster either at home or work (for example a serious 

earthquake or flood)? 

o Yes  (1)  

o No  (2)  

 

 

 

HQ_4_5_1 At this hotel I have been on duty during a hotel evacuation. 

o Yes  (1)  

o No  (2)  
 

 

 

HQ_4_6 Training is provided, by this hotel, concerning what staff should do in case of disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_4_7_1 Awareness of hazards (for example earthquake or tsunami) is provided to staff by 

leadership at this hotel 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_4_8_1 Awareness of hazards (for example earthquake or tsunami) is provided to guests at this 

hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_4_9 At the hotel where I work I have been on duty during a disaster. 

o Yes  (1)  

o No  (2)  
 

End of Block: Human capital: Knowledge 
 

Start of Block: Human capital: Business continuity 
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HQ_5_1 There are manual procedures for operating critical systems (for example check-in or 

payment processing) if electronic systems are down. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_5_2_1 Manual procedures are part of initial staff training at this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_5_3_1 A clear chain of leadership for emergency situations exists in this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

End of Block: Human capital: Business continuity 
 

Start of Block: Physical capital: Life safety & Business continuity 
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PQ_1_1_1 Evacuation plans are in place at this hotel. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

PQ_1_2_1 Back-up power generation capabilities are available at this hotel. 

o Yes  (1)  

o No  (2)  

o Don't know  (3)  
 

 

 

PQ_1_3_1 Water and food supplies, for emergency use, are in place at this hotel. 

o Yes  (1)  

o No  (2)  

o Don't know  (3)  
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PQ_1_5_1 This hotel facility is compliant with current building safety codes. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

o Other  (6) ________________________________________________ 

 

 

 

PQ_1_6_1 This region has robust building codes to mitigate against local risks (for example 

earthquakes). 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 
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PQ_2_1_1 All critical organisational data is backed up to the Cloud or a hard copy is printed daily 

at this hotel. 

o Strongly agree  (11)  

o Somewhat agree  (13)  

o Neither agree nor disagree  (14)  

o Somewhat disagree  (15)  

o Strongly disagree  (17)  

o Other  (16) ________________________________________________ 
 

 

 

PQ_2_2_1 Hard copies of emergency contacts, staff, and suppliers lists are available in case of 

emergency. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 
 

 

 



305 

 

PQ_2_3_1 Critical systems have redundancies to get us back to business fast. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 

 

End of Block: Physical capital: Life safety & Business continuity 
 

Start of Block: Natural capital: Location's environmental risk &  effects on environment 

 

NQ_1_1 Staff and guests can evacuate from the hotel to a safe location if needed. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

NQ_2_1 This hotel participates in recycling programs. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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NQ_2_2 The impact of our business on the local environment is considered in hotel policies. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

NQ_2_3 This hotel has an environmental policy and green objectives. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

NQ_2_4_1 There is a local organisation empowered to protect and rehabilitate the natural 

environment. 

o Strongly agree  (4)  

o Somewhat agree  (6)  

o Neither agree nor disagree  (7)  

o Somewhat disagree  (8)  

o Strongly disagree  (10)  

o Other  (9) ________________________________________________ 
 

End of Block: Natural capital: Location's environmental risk &  effects on environment 
 

Start of Block: Cultural Capital & Demographic 
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CQ_1_1 Do you identify as: 

o Kiwi  (1)  

o Maori  (2)  

o Pasifika  (3)  

o European  (4)  

o North American  (5)  

o South American  (6)  

o Other  (7) ________________________________________________ 
 

 

 

CQ_2_1 How long have you lived in New Zealand? 

o Less than 1 year  (1)  

o 1 year - 3 years  (2)  

o More than 3 years - 5 years  (3)  

o More than 5 - 8 years  (4)  

o More than 8 years  (5)  

o All my life  (6)  
 

 

 

DM_1_1 Marital status: 

o Married  (1)  

o Single  (2)  

o In a partnership  (3)  

o Other  (4)  

o Decline to state  (5)  
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DM_1_2 Do you identify as: 

o Male  (1)  

o Female  (2)  

o Other  (3) ________________________________________________ 

o Decline to state  (4)  
 

 

 

DM_1_3 How old are you? 

o Less than 20  (1)  

o 21-30  (2)  

o 31-40  (3)  

o 41-50  (4)  

o 51-60  (5)  

o 61 or older  (6)  

o Decline to state  (7)  
 

End of Block: Cultural Capital & Demographic 
 

Start of Block: Block 17 

 

Q_1 Please use the space below to add any comments or additional information you think would 

help in understanding disaster resilience in the hotel sector from your perspective. 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

End of Block: Block 17 
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Survey 2 Staff 

Hawke's Bay Hotels- Staff Survey:  Disaster resiliency within the hotel sector 

 
 

Start of Block: Information Sheet 

 

Building Disaster Resilience within the Hotel Sector Information Sheet 

Dear Participant,   

My name is Nancy Brown. I invite you to participate in a research study entitled Building Disaster 

Resilience within the Hotel Sector. I am currently enrolled at Massey University in the Emergency 

Management Department, School of Psychology, College of Health and Human Services. I am in the 

process of writing my PhD. The purpose of this survey is to measure disaster resilience predictors 

within hotels located in New Zealand. The enclosed questionnaire collects information regarding 

perceptions of staff on a variety of concepts that contribute to disaster resilience. 

   

This project has been evaluated by peer review and judged to be low risk.  Consequently, it has not been 

reviewed by one of the University’s Human Ethics Committees.  The researcher(s) named above are 

responsible for the ethical conduct of this research. If you have any concerns about the conduct of this 

research that you wish to raise with someone other than the researcher(s), please contact Dr Brian Finch, 

Director, Research Ethics, telephone 06 356 9099 x 86015, email humanethics@massey.ac.nz.  You are 

under no obligation to accept this invitation. Completion of the questionnaire implies consent. If you 

decide to participate, you have the right to: 

 

• decline to answer any particular question;   

• withdraw from the study by not answering the questions;   

• ask any questions about the study at any time during participation;   

• provide information on the understanding that your name will not be used unless you 

give permission to the researcher;   

• be given access to a summary of the project findings when it is concluded. 

 

  Data from this research will be protected and no one other that the researchers will know your individual 

answers to this survey. Results of this research may be published but individual names and individual 

organisation’s names will not be disclosed. 

 

  If you chose to participate please answer to questions as best you can. It should take approximately 15 

minutes to complete the survey. Once you start the survey you can leave and come back to finish, if 

needed, for a period of 5 days. You must be 18 years or older to participate. 

 

  If you have any questions regarding this survey feel free to contact Nancy Brown, PhD Candidate at 

021-171-9452 or n.brown1@massey.ac.nz or Supervisor David Johnston, PhD. At 027-452-4000 or 

David.Johnston@gns.cri.nz 

 

  Because this research concerns disaster topics it may be helpful to understand the meaning of the word 

disaster in the context of this research: 

 

  For the purpose of this survey disaster shall mean:  A sudden event where the trigger is outside the 

current control of the affected area (community and/or business), the event disrupts the function of that 

mailto:David.Johnston@gns.cri.nz
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area and requires additional resources …to respond to and recover from the event. 

Thank you for your assistance in this important endeavour,  

Sincerely,   

Nancy Brown   

Principal Investigator  

Ethics Notification Number: 4000016054  

o I have read and understand the above information sheet for this study and consent to the 
collection of my response. (PLEASE CLICK THIS CHOICE IF YOU WISH TO PROCEED.)  (1)  

o Decline to participate  (2)  
 

End of Block: Information Sheet 
 

Start of Block: Social capital: Social networks/cohesion/connectedness 

 

SQ_1_1 This hotel takes a team approach to planning. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_2 My ideas are valued by leadership at the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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SQ_1_3 I socialise with co-workers from the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_4 The hotel where I work encourages staff participation in social and/or charitable groups. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_5 Do you read or listen to the news? 

o Daily  (1)  

o 4-6 times a week  (2)  

o 2-3 times a week  (3)  

o Once a week  (4)  

o More than once per month  (5)  

o Less than once per month  (6)  

o Rarely or never  (7)  
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SQ_1_6 The hotel where I work builds relationships with other organisations we may need to work 

with in a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_7 At the hotel where I work I am friends with staff from departments other than mine. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_1_9 The hotel where I work has a common area for staff to gather (for example a lunchroom). 

o Yes  (1)  

o No  (2)  
 

End of Block: Social capital: Social networks/cohesion/connectedness 

 

Start of Block: Social capital: Capacity to work in groups, problem solving 
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SQ_2_1 People in this hotel are committed to working on a problem until it is resolved. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_2_2 The hotel where I work is known for its ability to use knowledge in creative ways. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_2_3 The hotel where I work has clearly defined priorities for what is important during and 

after a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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SQ_2_4 Leaders ask for my opinion regarding departmental matters at the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

End of Block: Social capital: Capacity to work in groups, problem solving 

 

Start of Block: Social capital: Trust 

 

SQ_3_1 The hotel where I work has plans that will work in a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

SQ_3_2 At the hotel where I work leaders take thoughtful actions to resolve problems. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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SQ_3_3 At the hotel where I work co-workers support me when I have problems. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

End of Block: Social capital: Trust 

 

Start of Block: Economic Capital: Staff economic resilience 

 

EQ_4_1 Do you usually work full time (more than 30 hours per week) or part time (less than 30 

hours per week). 

o Full time  (1)  

o Part time  (2)  
 

 

 

EQ_4_2 Do you participate in profit sharing and/or monetary bonuses at the hotel where you work? 

o Yes  (1)  

o No  (2)  

 

 

 
EQ_4_3 How long have you worked for this hotel? 

o Less than1 year  (1)  

o 1 year- 3 years  (2)  

o More than 3 years-5 years  (3)  

o More than 5 years  (4)  

o More than 8 years  (5)  
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EQ_4_4 Do you save a portion of your income at least one time per month? 

o Definitely yes  (1)  

o Probably yes  (2)  

o Might or might not  (3)  

o Probably not  (4)  

o Definitely not  (5)  
 

 

 

EQ_4_5 Is your insurance coverage adequate to cover your personal property losses due to a 

disaster? 

o Yes  (1)  

o No  (2)  

o I do not have personal property insurance  (4)  

o I am unsure what my insurance covers  (5)  

o Other  (3) ________________________________________________ 
 

End of Block: Economic Capital: Staff economic resilience 

 

Start of Block: Human capital: Health and wellbeing 

 

HQ_1_1 Do you consider yourself generally healthy? 

o Definitely yes  (1)  

o Probably yes  (2)  

o Might or might not  (3)  

o Probably not  (4)  

o Definitely not  (5)  
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HQ_1_2 Do you believe you have control of your life and circumstances? 

o Definitely yes  (1)  

o Probably yes  (2)  

o Might or might not  (3)  

o Probably not  (4)  

o Definitely not  (5)  
 

End of Block: Human capital: Health and wellbeing 

 

Start of Block: Human capital: Skills 

 

HQ_2_1 At the hotel where I work I have participated in planning for disaster response. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_2 At the hotel where I work I have participated in training exercises for disaster response. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_2_3 In my home I have engaged in disaster preparedness planning (for example gathered 

emergency supplies, food, and water). 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_4 Within the last 3 years I have had training in CPR (Cardiopulmonary resuscitation) or 

first aid. 

o Yes  (1)  

o No  (2)  
 

 

 

HQ_2_5 There would be effective leadership at the hotel where I work if a disaster occurred. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_2_9 Leaders at the hotel where I work provide opportunities to discuss disaster preparedness. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_2_6 How long have you worked in the hotel industry (at any hotel)? 

o Less than 1 year  (1)  

o 1year-3years  (2)  

o More than 3 years-5 years  (3)  

o More than 5 years to 10 years  (4)  

o More than 10 years  (5)  
 

 

 

HQ_2_7 What is you highest level of education? 

o High school/college  (1)  

o Technical degree  (2)  

o Bachelors  (3)  

o Masters  (4)  

o PhD  (5)  

o Did not complete high school/college  (6)  

o Other  (7) ________________________________________________ 
 

End of Block: Human capital: Skills 

 

Start of Block: Human Capital: Capacity to adapt 
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HQ_3_1 This hotel develops staff with a team approach. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_2 At the hotel where I work my ability to solve problems is utilized by my department. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_3 At the hotel where I work tough decisions can be made quickly. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_3_4 If necessary I could walk to work in a reasonable length of time. 

o Extremely reasonable  (1)  

o Somewhat reasonable  (2)  

o Neither reasonable nor unreasonable  (3)  

o Somewhat unreasonable  (4)  

o Extremely unreasonable  (5)  

o Other  (6) ________________________________________________ 

 

 

 
HQ_3_6 Guests are provided with information about lifesaving emergency procedures. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_7 The hotel where I work maintains sufficient resources to absorb some unexpected change. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_3_8 The hotel where I work is focused on being able to respond to the unexpected. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_10 At the hotel where I work I feel confident we can care for our guests in a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_11 I would be available to work in the time immediately following a disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_3_12 What factors influenced your answer to the previous question: I would be available to 

work in the time immediately following a disaster? 

________________________________________________________________ 

________________________________________________________________ 
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________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

 

End of Block: Human Capital: Capacity to adapt 

 

Start of Block: Demographic 

 

DM_1_4 Which hotel do you currently work for? 

________________________________________________________________ 

 

 

 

DM_1_5 What is your position? 

o Manager  (1)  

o Supervisor  (2)  

o Hourly staff  (3)  

o Other  (4) ________________________________________________ 
 

 

 

DM_1_6 Which department do you primarily work in? 

o Front office/Guest service  (1)  

o Bell services  (2)  

o Housekeeping  (3)  

o Food & Beverage  (4)  

o Engineering/Maintenance  (5)  

o Security  (6)  

o Other  (7) ________________________________________________ 
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DM_1_7 Which shift do you normally work? 

o Day/Morning  (1)  

o Afternoon/Evening  (2)  

o Overnight/Third shift  (3)  

o Other  (4) ________________________________________________ 
 

 

 

DM_1_8 With respect to your current position at this hotel, what is your status? 

o Regular staff  (1)  

o Seasonal Staff  (2)  

o Contract Staff  (3)  

o Other  (4) ________________________________________________ 
 

End of Block: Demographic 

 

Start of Block: Human capital: Knowledge 

 
HQ_4_1 The hotel leadership where I work believes that emergency plans must be practised and 

tested to be effective. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_4_2 If key organisational people are unavailable, there are always others who can fill their 

roles at the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_4_3 Meetings are held following any emergency event (for example an evacuation alarm) at 

the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

o I am unaware of any emergency event occurring at this hotel  (6)  
 

 

 

HQ_4_5 In my lifetime I have experienced a disaster either at home or work (for example a serious 

earthquake or flood)? 

o Yes  (1)  

o No  (2)  
 

 

 

HQ_4_5 At the hotel where I work I have been on duty during a hotel evacuation. 

o Yes  (1)  

o No  (2)  
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HQ_4_6 Training is provided by this hotel concerning what staff should do in case of disaster. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_4_7 Awareness of hazards (for example earthquake or tsunami) is provided to staff by 

leadership at the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

HQ_4_8 Awareness of hazards (for example earthquake or tsunami) is provided to guests at the 

hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_4_9 At the hotel where I work I have been on duty during a disaster. 

o Yes  (1)  

o No  (2)  

o Comment  (3) ________________________________________________ 
 

End of Block: Human capital: Knowledge 

 

Start of Block: Human capital: Business continuity 

 

HQ_5_1 There are manual procedures for operating critical systems (for example check-in or 

payment processing) if electronic systems are down. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

 

 

 

HQ_5_2 Manual procedures are part of initial staff training at the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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HQ_5_3 A clear chain of leadership for emergency situations exists in the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

End of Block: Human capital: Business continuity 

 

Start of Block: Physical capital: Life safety & Business continuity 

 

PQ_1_1 Evacuation plans are in place at the hotel where I work. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

PQ_1_2 Back-up power generation capabilities are available at the hotel where I work 

o Yes  (1)  

o No  (2)  

o Don't know  (3)  
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PQ_1_3 Water and food supplies, for emergency use, are in place at the hotel where I work. 

o Yes  (1)  

o No  (2)  

o Don't know  (3)  
 

 

 

PQ_1_4 The hotel where I work is built to high standards. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

PQ_2_1 All critical organisational data is backed up to the Cloud or a hard copy is printed daily 

at the hotel where I work 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  

 

End of Block: Physical capital: Life safety & Business continuity 

 

Start of Block: Natural capital: Location's environmental risk &  effects on environment 
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NQ_1_1 Staff and guests can evacuate from the hotel to a safe location if needed. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

NQ_2_1 This hotel participates in recycling programs 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

 

 

NQ_2_2 The impact of our business on the local environment is considered in hotel policies. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
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NQ_2_3 This hotel has an environmental policy and green objectives. 

o Strongly agree  (1)  

o Somewhat agree  (2)  

o Neither agree nor disagree  (3)  

o Somewhat disagree  (4)  

o Strongly disagree  (5)  
 

End of Block: Natural capital: Location's environmental risk &  effects on environment 

 

Start of Block: Cultural Capital & Demographic 

 

CQ_1_1 Do you identify as: 

o Kiwi  (1)  

o Maori  (2)  

o Pasifika  (3)  

o European  (4)  

o North American  (5)  

o South American  (6)  

o Other  (7) ________________________________________________ 
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CQ_2_1 How long have you lived in New Zealand 

o Less than 1 year  (1)  

o 1 year - 3 years  (2)  

o More than 3 years - 5 years  (3)  

o More than 5 - 8 years  (4)  

o More than 8 years  (5)  

o All my life  (6)  

 

 

 
DM_1_1 Marital status 

o Married  (1)  

o Single  (2)  

o In a partnership  (3)  

o Other  (4)  

o Decline to state  (5)  
 

 

 

DM_1_2 Do you identify as: 

o Male  (1)  

o Female  (2)  

o Other  (3) ________________________________________________ 

o Decline to state  (4)  
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DM_1_3 How old are you? 

o Less than 20  (1)  

o 21-30  (2)  

o 31-40  (3)  

o 41-50  (4)  

o 51-60  (5)  

o 61 or older  (6)  

o Decline to state  (7)  
 

End of Block: Cultural Capital & Demographic 

 

Start of Block: Block 14 

 
Q_1 Please use the space below to add any comments or additional information you think would 

help in understanding disaster resilience in the hotel sector from your perspective. 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

________________________________________________________________ 

 

End of Block: Block 14 
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Appendix C: Information Sheet, Informed Consent, Interview Guide 

The following documents were used when conducting semi-structured interviews 

per ethics approved procedures. Participants were first given an opportunity to read the 

information sheet and ask questions, then asked to sign the consent form.  

 

Information Sheet 

      

Title of study: Building disaster resilience within the Hotel Sector 

You are asked to participate in a research study conducted by Nancy Brown a, student of 

Emergency Management Massey University, Wellington. This research is part of a Thesis 

requirement for a Doctorate of Philosophy Degree. You were selected as a possible participant 

in this study because you work at a hotel in the study area. The hotel where you work has given 

permission to solicit participation in the project from staff at this hotel, however, you are not 

obligated to participate. Participation is voluntary. 

Purpose of the Study 

The purpose of this project is to determine what disaster resilience is in a hotel context, and 

how hotels may improve their disaster resilience. Research will be conducted by a review of 

current literature, online survey, and semi-structured interviews with hotel staff and 

leadership in Wellington and Hawke’s Bay . This research will inform hotel organizations of 

best practices for developing best practices to build disaster resilience. 

Procedures 

If you volunteer to participate in this study, you will do the following things: This is a short 

interview of approximately than 20 minutes conducted at you convenience. You may choose 

to answer any or none of the questions posed. You will be interview regarding hotel policy and 

procedures and your specific involvement in those things. 

You are under no obligation to accept this invitation.   If you decide to participate, you have 

the right to: 

• decline to answer any particular question; 
• withdraw from the study (within 30 days of interview); 
• ask any questions about the study at any time during participation; 
• provide information on the understanding that your name will not be used unless you 
give permission to the researcher; 
• be given access to a summary of the project findings when it is concluded. 
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Potential Risks and Discomforts 

There are minimal risks involved with this research. Anonymity will be protected. No 

identifying information will be collect, but it is possible that someone may recognize your input 

through unintentional identifying information (speech pattern, ideology). Every effort will be 

made to avoid this outcome. Data collected will be stored electronically on a password 

protected hard drive and disposed of after three years by fully deleted the hard drive. 

Potential Benefits to Subjects and/or to Society 

As the field of emergency management matures, disaster resilience has become more 

recognized as imperative to an organisations disaster plan. It is clear that no government has 

the capacity to handle these mega-events in the hours, or even days, immediately following. 

Disaster resilience building for hotels needs to be prioritized; this is where the community will 

find the strength to save themselves. This research will contribute to this body of knowledge. 

Any questions regarding this research may be directed to either: 

Nancy Brown- Email: n.brown1@massey.ac.nz  Cell:  or her supervisor 

Prof. David Johnston-  Email:  D.M.Johnston@massey.ac.nz Telephone: +64 (04) 801 5799  ext. 

63672 

This project has been reviewed and approved by the Massey University Human Ethics 
Committee: Southern A, Application 17/28.  If you have any concerns about the conduct of this 
research, please contact Dr Lesley Batten, Chair, Massey University Human Ethics Committee: 
Southern A, telephone 06 356 9099 x 85094, email humanethicsoutha@massey.ac.nz . 
 

  

mailto:n.brown1@massey.ac.nz
mailto:D.M.Johnston@massey.ac.nz
mailto:humanethicsoutha@massey.ac.nz
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Informed Consent Form 

 

 
 

 

Joint Centre for Disaster Research 

School of Psychology, College of Humanities & Social Sciences 

Massey University, Wellington Campus 

PO Box 756 

Wellington, 6140 

 

Title of study: Building disaster resilience within the Hotel Sector 

 

PARTICIPANT CONSENT FORM - INDIVIDUAL 

 

I have read the Information Sheet and have had the details of the study explained to me.  My 

questions have been answered to my satisfaction, and I understand that I may ask further 

questions at any time. 

 

I agree to participate in this study under the conditions set out in the Information Sheet. 

 

 

Signature:_________________________________________________

 Date:_____________  

 

Full Name – printed_________________________________________  

 

  

 

 

http://www.massey.ac.nz/
http://humsocsci.massey.ac.nz/
http://www.massey.ac.nz/
http://www.massey.ac.nz/
http://www.massey.ac.nz/
http://www.massey.ac.nz/
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Interview Guide 

Building Disaster Resilience within the Hotel Sector 

Semi-Structured interview guide 

These are the definitions being used in this research for disaster and resilience: 

Disaster refers to: A sudden event where the trigger is outside the current control of the 

affected area (community and/or business), the event disrupts the function of that area and 

requires additional resources …to respond to and recover from the event.  

Resilience refers to: A dynamic condition describing the capacity of a hotel, together with its 

stakeholders (staff, guests, the local community), to assess, innovate, adapt, and overcome 

possible disruptions that are triggered by disaster 

 

1. What processes or steps are in place for staff during an emergency or disaster? 

 Are these sufficient in your estimation? 

2. What processes or steps are in place for guests during an emergency or disaster? 

Are these sufficient in your estimation? 

3. Do you think there are any obstacles to disaster resilience building here at this facility? 

 If so, what are they? 

4. Have you experienced a disaster during working hours, for example a severe earthquake? 

 What did you learn from that experience that could inform future planning at this 

hotel? 

 

5. Which hazards do you think are the most important to prepare for at this hotel? 
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Appendix D: TIA Conference Proceedings July 2018 

The following slide show and script was presented to approximately 100 hotel 

managers from New Zealand and the TIA Hotel Industry Conference in Auckland July 

4, 2018. The presentation was 30 minutes including questions and also resulted in a 

number of conversations with GMs following the session. As a stated objected of the 

research, bringing practical ideas of disaster resilience to hotel managers was a high 

point in the research process. 

Slide 1 

Hotel disaster resilience:

What does this mean and why do we care? 

 

Introduce self why doing 
I came to New Zealand almost 3 years ago to 
study disaster resilience and the hotel 
sector. 
I know hotels can’t plan for every event that 
could happen- they are busy places 
With resilience you have resources that can 
be deployed in flexible ways to solve 
problems of many varieties 
 
Take away one idea 
 

 

Slide 2 
What is the perfect combination?

Disaster Resilient Hotels

Management

Internal

External

 

Define resilience 
Resilience to disaster means when the 
unexpected happens you and your team can 
react quickly and appropriately to save lives 
and get back to business.  
To build resilience, we need to understand 
what it is.  
This research was undertaken to explore 
disaster resilience in the hotel sector in New 
Zealand. Two research areas were chosen, 
Wellington and Hawke’s Bay.  
 
The following video provides a quick look at 
some variables in disaster resilience 
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Slide 3 

 

People, leaders, and circumstances work 
together to solve problems, and 
understanding how different components 
work together and interact makes a 
difference. 
 
2009 Belgium commercial for De lijn 
 
https://www.youtube.com/watch?v=FIlMhP
hkoSA 
 
 

 

Slide 4 
Capital-based Approach

 

My research looked at resilience from a 
capital perspective- researching what capital 
resources a hotel may need in disaster to 
overcome and get back to business, in other 
words- to be resilience. Six capitals work 
towards disaster resilience 
I’ll run through them quickly 
 
 
 

Slide 5 

 

 
Economic Capital- Money, insurance, 
tourism growth 
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Slide 6 

 

 
Social Capital- how people within your org 
connect to each other and how they connect 
to the wider community 
 
 

 

Slide 7 

 

 
Human Capital- this looks at staff wellbeing, 
skills, and knowledge  
and also capacity to adapt, as well as 
business continuity in terms of personnel 
One key here is knowledge- which in this 
context includes hazard risk knowledge 
 
 
 
 

 

Slide 8 

 

 
Physical Capital- the hotel itself, life safety 
systems, business continuity systems 
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Slide 9 

 

 
 
Natural Capital- this looks at the hotels link 
to the natural resources, both how you 
effect the resources and how they affect 
you. 
 
 

 

Slide 10 

 

 
Cultural Capital- local knowledge, cultural 
influence on the system 
 
 

 

Slide 11 

What 

I 

learned

 

So let me share what I learned from my 
study. Through surveys and interviews with 
hotels I found a lot of great resiliency, and 
few places where a little action can make a 
big difference. 
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Slide 12 
Economic Capital 

 

Economic capital is something I am sure we 
can all agree is important. 
Historic flooding in 2010 caused a full 
evacuation of Nashville’s most popular hotel 
and attraction, the Opryland Hotel.   
*Six months and 50 million dollars later the 
hotel reopened to landmark crowds in time 
for the Christmas holidays. This is pretty 
good considering the amount of damage 
from the flood. Economic capital, including 
insurance made this possible. 
 
Economic capital is high in the hotels I looked 
at, and probably nationwide. Hotels have 
insurance for all types of coverage, diverse 
markets are growing, and a strong growth in 
the tourism sector projected.  
 

 

Slide 13 

Staff Economic 

Resilience

=

Hotel Economic 

Resilience

Economic Capital 

 

It won’t surprise you that staff economic 
resilience is also important- you need staff 
available in disaster. Following Hurricane 
Gustov in New Orleans in 2008 hotels were 
physically ready to open- but staffing 
shortages made operations challenging and 
in some cases impossible.  
 
By and large staff have many economic 
resources. Lots of full-timers, fair wages, 
most staff report saving regularly- awesome! 
 
One area that was low was the percentage of 
staff that had insurance for their personal 
property (like renters insurance). If you lose 
everything and can’t replace it that can make 
life really hard- and weaken your ties to the 
area  
 
Now I don’t have a solution for this, but I do 
wonder if organisations looked at group 
rates for staff personal insurance and 
promoted their purchase of it would that 
improve the number insured? It also shows 
you care, which I know you do based on 
surveys and interviews. 
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Slide 14 

Take Away Idea

Can you facilitate 

staff getting 

personal insurance

 

 

Slide 15 
Lessons in Social Capital 

Operations

Disaster Planning

 

Let’s move to social capital: 
Two things stood out in my interviews and 
surveys. Managers take a team approach to 
everything but disaster planning. 
 
Query your staff. I am willing to bet some 
members of your team are total disaster 
preppers and excited to participate in the 
process and shoulder some of your burden.  
 
 

Slide 16 
Make connections

 

What can you do with all that extra time?  
 
That brings me to my second gap- make 
more connections with organisations 
needed in emergencies and disaster. Hotels 
need to connect with and develop 
relationships with councils, civil defence 
departments, and local Iwi communities.  
This relationship with your tourism 
association is also important to maintain and 
develop 
Reach out to these different organisations-, 
tell them you want to know what plans they 
have, take a tour of the facility. Relationships 
are key in disastrous events for resources, 
and for information.  
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Slide 17 

Take Away Idea

 Involve staff in 
disaster planning

 Connect widely to 
organisations you 
may need in a 
disaster

 

 

Slide 18 
Human Capital Lessons

All-Hazards approach

 

Hotels in the study do not have an all hazards 
approach in training and exercises. Some 
may have detailed plans that managers are 
familiar with- but the staff, not so much. 
 
You are doing fire drills as required, but not 
extending that to other types of hazards 
scenarios.  
Even table top discussions regarding 
challenges you might have in different 
scenarios is helpful.  
Do these sessions across departments with 
all different levels of staff. This build 
connections and also helps break down silos! 
 
Once again, this is something people who are 
engaged in preparedness in your 
organisation would love to plan for a couple 
times a year.  
 

 

Slide 19 
Human Capital

 Break down 

Silos

 Close gaps in 

daily 

operations

 

Here are some added benefits to developing 
a multi-hazard approach and exercising 
across departments- 
First – more staff from different 
departments get to know each other and 
become part of each other’s network.  
This can also be helpful when trying to solve 
customer issues of all kinds.  
Second, also the way you may find gaps in 
daily operations that the group can solve as 
well. 
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Slide 20 

Take Away Idea

Plan from an ALL 

HAZARD perspective

 

 

Slide 21 
Physical Capital

http://www.telegraph.co.uk/news/2018/02/06/taiwan-shaken-64-magnitude-eathquake/

 

Physical capital is also strong for hotels in 
Wellington and Hawke’s Bay.  Building 
standards are valued, hotels are meeting 
them, evacuation procedures are well 
known and rehearsed, and backing up critical 
data seems to be a standard. 
 
This hotel in Taiwan collapsed in a 6.4 
earthquake on February 6 of this year. 
Beyond the importance of the physical 
structure, this illustrates the importance of 
excellent evacuation route planning and 
access to documentation regarding your 
operation in the aftermath of a disaster 
including current and future guests. Once 
everyone was out- no one was going back in 
to this property! 
 

 

Slide 22 
Physical Capital – Lessons learned

http://www.telegraph.co.uk/news/2018/02/06/taiwan-shaken-64-magnitude-eathquake/

 

From the recent experience in Kaikoura, 
Wellington Hotels share some lessons 
learned. One area of potential capital 
increase here is creating sample 
communications for all types of disaster 
occasions. These are for current Guests, 
future guests, tour operators, media, all the 
people that you need to communicate with 
in the hours and days following an event.  
 
Following the Kaikoura earthquake hotels in 
Wellington all created a one pager on 
earthquake safety to pass out to guests and 
did so for a few weeks. Additionally, 
communication to media, tourism partners, 
and updating guests all had to be handled on 
the fly.  
 
A lesson learned from this at one hotel was 
to create a set of communications skeleton 
templates in advance that could be quickly 
customised based on an event. Hard copies 
on site and a cloud file will insure access for 
everyone in a hurry. Messaging created in 
advance is bound to be better refined. 
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Slide 23 

Take Away Idea

Pre-develop critical 

communications 

skeletons

 

 

Slide 24 
Nature vs your organisation

 

Natural capital is looked after by lots of 
government agencies considering climate 
change, earthquakes, tsunami, risk 
modelling all different things and creating 
policy to help tourism remain a sustainable 
industry moving forward. Especially in New 
Zealand tourisms impact on the 
environment needs to be monitored and 
understood, the environment is why most of 
our tourists are here!  
 
Natural Capital is everyone’s responsibility! 
Recent closure for four months of the 
popular Maya beach in Thailand illustrate 
how tourism can effect natural environment, 
to the point that the vary reason tourist 
show up is no longer valid!  
New Zealand tourism is growing and 
everyone needs to be involved in monitoring 
tourism sites and making sure the intrinsic 
value isn’t decimated. 
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Slide 25 
Nature vs your organisation

 

 
With regard to your facilities risks from 
nature, there is lots of information out there! 
However, I would ask each of you to consider 
risks based on your hotels physical location. 
Are you at sea level? Is ash a possible 
problem?  
 
There may be nothing to do now, but as 
refurbishments and replacements of 
equipment and things come around you may 
find that changes at that time will improve 
your disaster resilience. At a minimum, 
understanding the risk better will provide 
you a leg up when something happens and 
limit the surprise factor. 
 
 

 

Slide 26 

Take Away Idea

• Be A Watch Dog

• Consider risk with 
future capital 
improvements

 

 

Slide 27 
New Zealand Culture

 

Cultural capital is also a great resource in 
New Zealand- people really have become 
safety focused in many ways. Everyone I 
talked to knew to drop cover and hold, and if 
the shake is long and strong be gone. 80% of 
people have emergency preparedness in 
their homes- WOW!  
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Slide 28 
New Zealand Culture

 

One area to think about. Is it possible guest 
safety is prioritised over staff safety? This is 
a word cloud of my interviews with 25 staff 
members in Wellington and Hawke’s Bay .  
Here’s what I found in interviews- staff really 
feel an obligation and duty to care for guests- 
which is awesome!  
 
Staff tell me they evacuate to the lobby, then 
some are assigned to go back up to the floors 
to clear the guests. Now in many 
circumstances this is perfectly great- but I 
can think of some occasions where maybe it 
is not.  
All hazards training can solve some of this 
because different scenarios will have 
different actions. Consider when guests 
should be able to expect staff to clear floors 
and when guests need to self-evacuate and 
anyone on the ground floor can just go to the 
assembly point. 
 
 

Slide 29 

Take Away Idea

All hazards planning 

means developing 

multiple safety 

responses

 

 

Slide 30 
Economic 

Capital
•Help Staff 
get covered

Human 
Capital

•All hazards 
approach

Social Capital
•Team approach 

to disaster 
planning

•Connect to 
other 

organisations

Physical 
Capital

•Consider all 
hazard needs 

for future 
capital 

expenditures

Natural 
Capital
•Be the 

watch dog

Cultural 
Capital

•Promote all 
hazard safety

Recap

 

Thank you very much for your time, I 
appreciate this opportunity to share my 
research with you and hope you have taken 
away at least one valuable idea on how you 
can build disaster resilience in your 
organisation. Building resilience is an 
ongoing process, just chip away at it and you 
will be surprised the strides made over time.  
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disaster resilience within the hotel sector: A mixed methods study. Presentation accepted, Paper 

under review. 8th International Conference on Building Resilience, Lisbon, Portugal 

 

Building Disaster Resilience within the Hotel Sector: 

A Mixed Methods Study 

 

Abstract 

Understanding what disaster resilience means for hotels, and what gaps organisations 

may have, is crucial to planning disaster resilience building strategies. The objective of 

this research was to define the characteristics of disaster resilience in the hotel industry 

and develop measures to explore strengths and gaps in resilience. This research 

developed a framework outlining capital-based predictors customised for the hotel 

sector. The Disaster Resilience Framework for Hotels (DRFH) considers economic, 

social, human, physical, natural, and cultural capital as components of disaster 

resilience. 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 DRFH is explored through a mixed methods study of hotels in two areas of New 

Zealand (Greater Wellington and Hawke’s Bay). A triangulation of survey data, 

interviews, and published secondary data provides insight into the status of disaster 

resilience for these hotels. A safety culture combined with social capital stocks and 

human capital skills make for a solid disaster resilience foundation. Gaps included a 

lack of all-hazard planning, the need to integrate staff in the planning process, and a 

need to better connect with other organisations that may be assets during disasters.  

Keywords: Tourism; Disaster; Resilience; Hotel; Disaster Resilience Framework for 

Hotels (DRFH) 

Introduction  

Within the tourism industry, resilience to disasters is becoming increasingly studied 

exposing the need for industry-specific measures (Hall et al., 2018). The tourism 

sector’s total contribution to the global gross domestic product (GDP) for 2016 was 

10.2% generating 1 in 10 jobs in the global economy (World Travel and Tourism 

Council (WTTC), 2017). The hotel sector demonstrates its importance to the tourism 

industry as a whole by contributing to: 
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 The local economy and overall employment (Lee et al., 2013) 

 Providing accommodations for tourists and convention attendees (Orchiston 

and Espiner, 2018) who will ultimately contribute to the economic wellbeing 

of communities 

 Have special value during disaster recovery to provide accommodations for 

evacuees (Nguyen et al., 2017), critical service staff (Yamamura and Welsh, 

2018), and response workers (Neef and Wasi, 2017) as well as local 

employment. 

Organisations that are resilient to disaster recover faster from disruption (Bruneau et al., 

2003). The ability to house guests in the aftermath of a disaster is a benefit to the hotel’s 

bottom line. Additionally, as mentioned above, the community needs facilities for 

persons aiding in recovery and sources of income for local community members.  

The study views building disaster resilience from a holistic perspective, refining and 

supporting an integrative framework with quantitative, qualitative, and secondary data. 

The goal is to create a complete picture of disaster resilience for the hotel sector. With 

that in mind, the research was designed to answer the following research question and 

sub-questions: 

How can the hotel sector increase its disaster resiliency, and be better able to protect the 

lives of its guests and staff, and the livelihoods and local economy following a disaster?  

1a. How is disaster resilience defined in a hotel sector context? 

1b. What predictors assist in determining disaster resilience for the hotel sector?  

1c. How resilient are hotels in New Zealand to disaster? 

1d. What barriers exist to increasing disaster resilience for hotels in New Zealand?  

Methods  

Two tourism destinations in New Zealand, Wellington and Hawke’s Bay, were used in 

the research. The greater Wellington area had a population of 471,315 at the 2013 census 

(Statistics New Zealand, 2013b). Hawke’s Bay population, for the 2013 census, was 

151,179 (Statistics New Zealand, 2013a). In the past eight years New Zealand has 

experienced some significant seismic events including two earthquakes in Christchurch 

(September 2010 Mw7.1 and February 2011 Mw6.3) and the Kaikōura earthquake, 

November 2016 (Mw7.8) (GNS Science, 2016). These earthquakes disrupted normal 

regional tourism flows for extended periods of time.  

The size of the study area allowed for a sample of all the hotels in the areas as opposed 

to a stratified sample. Wellington had 28 hotels open during the study period; Hawke’s 

Bay had 17. Hotels ranged from multi-national corporate properties to smaller boutique 

hotels. Responses for the survey data included 74% of general managers (GMs) in 
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Wellington (N=20) and 72% (N= 13) of GMs in Hawke's Bay. Staff numbers included 

N= 13 for Hawke's Bay and N=33 for Wellington.  

A series of in-depth qualitative interviews were conducted with a sample of the hotels 

from each area. Hotels were selected based on their engagement with the survey and 

willingness to continue participation in the study. Through a total of 25 interviews at 

five different hotels (WL N=13; HB N=12) saturation of data was reached. Interviews 

included staff from a wide variety of departments and duty managers GMs at seven 

different hotels (N=4; HB N=3) were also part of the data collection.  

The Disaster Resilience Framework for Hotels (DRFH) developed by (Brown et al., 

2018) was used as the foundation for all data collection. This framework was 

conceptualised based on a review of literature done to unpack the complexity of disaster 

resilience in the hotel sector (Brown et al., 2017) and expands and customises a previous 

framework for community resilience by Mayunga (2007). The survey questions were 

generated from the predictors and measures suggested in Brown et al. (2018) (Figure 

1). Interview questions were designed based on the six capital groups when possible, 

supplemented by secondary data collection in areas not covered by interviews. Figure 1 

describes each capital group including predictors of resilience. A full discussion of 

predictors and resources used in their development can be found in (Brown et al., 2018). 
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Figure 1. Disaster Resilience Framework for Hotels. 

 

The DRFH is designed with capital groups independent of each other. The independence 

is featured to emphasise that managers can enter disaster resilience building activities 

from multiple points. Research has shown that managers cite lack of time, beyond 

operational requirements, for disaster preparedness activities (Orchiston, 2013). 

Confirming how precious time is for managers, a Hawke's Bay GM described efforts to 

revamp and improve disaster planning were slow moving due to requirements of day to 

day operations. 

Results and discussion 

In addition to analysis of the data collected, as a whole, this paper also aims to develop 

a deeper understanding of disaster resilience for hotels in the study area (Creswell & 

Plano Clark, 2017) 

3.1 Economic capital  

Tourism industry secondary data and the GM and staff answers to survey questions and 

interview topics show complementary pictures. In all cases the data shows economic 

prosperity for the tourism sector and that economic capital resources would be available 

if needed following a disaster. Stronger economic conditions before a disaster contribute 

to decreased effects when disaster strikes (Kim and Marcouiller, 2015).  

3.2 Social Capital 

A good range of social capital resources to draw on in a disaster is supported by the data. 

Survey and interview responses suggest there is a team approach to day to day 

operations and ideas and inputs are welcomed by managers. Silos between departments 

are being combated by friendships and social connections across departments.  

Social capital resources were valuable in the time immediately following the Kaikōura 

earthquake, supporting the concept of social capital’s contribution to overall resilience 

to disaster (Faulkner, 2001, Norris et al., 2008, Kwok et al., 2016). Staff pulled together, 

volunteered assistance, and showed capacities to work together under difficult 

circumstances.  

Building relationships with other organisations (Lee et al., 2013) outside of the hotel 

was one area managers might find value in considering as a platform for improving 

overall disaster resilience. In interviews, staff discussed waiting for engineers to inspect 

property post-Kaikōura Earthquake which may have contributed to the score. 

Wellington managers (25%) did not feel they were building the inter-organisational 

relationships they might need. As one manager discussed, the Kaikōura Earthquake 

opened up a lot of considerations and learnings. The shaking felt by staff and guests 
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coupled with the time of day- shortly after midnight, provided unique challenges to the 

minimum staff on duty at that time.  

3.3 Human Capital 

The data showed human capital resources available for both areas. General managers 

and staff were in agreement overall that the facilities could react flexibly and decisively 

in a disaster to keep the organisation moving forward. The use of different methods of 

gathering data exposed some gaps in the human capital resources; additional attention 

to these areas could improve disaster resilience for hotels. 

Surveys showed that staff had participated in trainings and exercises, however, 

interviews revealed that these preparations were primarily fire drills. Staff indicated they 

would find exercises concerning different scenarios useful. Staff need training in a 

variety of scenarios; actions can differ based on the threat (Gunter, 2005). A more 

inclusive approach to disaster planning may also be warranted, which would also help 

improve staffs confidence in the handling of a variety of disaster types. 

Hotel staff and managers indicated they had problem-solving skills, proactive leaders, 

some staff could access the property by foot if needed and were able to make decisions 

quickly when needed. The importance of adaptive capacity was illustrated by hotels in 

Hong Kong during the SARS outbreak (Lo et al., 2007). Wellington exhibited adaptive 

capacity through actions taken in the wake of the Kaikōura earthquake. Food and 

beverage adaptations, communications with guests and media, and staff volunteerism 

all point to the hotels’ ability to adapt to unfolding situations. 

Based on the data from surveys, there is no clear picture of how easily staff could get to 

work if they could not drive into the hotel, which for earthquake hazards can become a 

factor. The survey showed 50% of Hawke's Bay staff and 25% of Wellington staff lived 

too far to walk to work if needed. In interviews, 24% of Hawke's Bay and 47% of 

Wellington felt they would be unable to get to the hotel following a disaster. However, 

sufficient numbers of staff, after the Kaikōura Earthquake, were able to get to hotels to 

provide key assistance to minimal staff on duty at midnight. Together the existing and 

ad hoc staff were able to assist and care for guests while maintaining readiness for 

possible aftershocks 

3.4. Physical Capital 

Based on all data collected hotels have physical capital resources available in case of 

disaster. Both life safety measures and business continuity structures are present. Only 

a very few of hotels surveyed (n=2) do not meet 100% of current building standards. 

All are required by law to have evacuation plans in place that have been approved by 

fire services. Staff are aware of building seismic compliance statistics and in Wellington 

all staff interviewed were able to state the percentage of compliance (e.g. “Our hotel is 

110% of standards”). One gap highlighted during the interviews- in Wellington, it is 

unclear if some of the buildings in the tsunami evacuation zones could be suited to 
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vertical evacuation. Vertical evacuation robustness should be determined and socialised 

among staff.  

Another area for improvement is alternate power generation capacity. In Wellington, 

73% of hotels do not have back-up power alternatives, in Hawke's Bay 50% do not. In 

a study of hotels involved in the 2003 black-out in eastern North America, 48% of hotels 

surveyed did not have power generators and relied exclusively on a battery back-up 

system that lasts only one-two hours to allow for evacuation (Kwortnik, 2005). The 

extended time of the black-out caused guest service interruption. 

Based on both surveys and interviews critical data is being backed-up at regular daily 

intervals and hard copies are available if needed in the majority of hotels. This important 

practice is an industry standard in Wellington and Hawke's Bay. 

3.5 Natural Capital 

As with physical capital, there are many positive predictors of natural capital to build 

disaster resilience in Wellington and Hawke's Bay. In interviews and surveys staff and 

managers agreed that the environment is considered in policies and procedures, hotels 

are participating in recycling, and the some risk from natural hazards can be mitigated 

through good evacuation routes if needed.  

Secondary data also shows that New Zealand has put attention to the sustainability of 

important natural resources that attract tourism (The Treasury, 2016). Research and 

study into the risks from natural hazards are robust and ongoing. New communication 

tools are being developed as shown by Hawke's Bay Emergency Management web page 

which allows an address input to show exact position on tsunami evacuation maps 

(Hawke's Bay Emergency Management Group, 2018).  

3.6 Cultural Capital 

The importance of cultural capital relates to knowledge of local hazards and protective 

actions as well as cultural influences on the local system that influence hazard 

knowledge, risk, and mitigation strategies. Survey findings measured cultural capital 

available based on length of time in New Zealand. More than 75% of GMs and staff 

were in New Zealand during the Christchurch earthquake and all experienced the 

Kaikōura event. Recent disaster experience in the country exposed the staff and GMs to 

a disaster and an opportunity to consider how an earthquake may affect them in the 

future.  

The experience with disasters in recent years may also influence the safety culture in 

New Zealand. Interviews showed that literally everyone knew current messaging for 

earthquake and tsunami, i.e. drop, cover, hold, and long, strong, get gone and 

understood what protective actions should be taken. During interviews 80% of people 

reported emergency kits in their homes. One area of consideration in the safety culture 

being developed is the possible prioritisation of guests over staff. Based on interview 

responses, many hotels evacuation policies have staff report to the warden in the lobby 
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and then send staff back up to floors to clear the floors of guests. Staff also discussed in 

interviews their responsibility to secure the safety of guests. Managers may want to 

consider scenarios where staff safety requires guests to self-evacuate with processes that 

improve communications of evacuations to all areas of the hotel. Once in the lobby staff 

may be safer heading to assembly points, instead of performing roles that may be better 

suited to professionals. 

The following Table 1 highlights the finding of both the qualitative and quantitative 

research done with hotels.  

Table 1: Summary of findings from mixed methods data analysis 

Economic Capital 

 Financial strength: Tourism industry experiencing growth including an increase 

in hotel guest nights. 40% of hotels do not have financial reserves. Disaster 

management is not part of the budget 

 Diversity of income: Increases in the diversity of customer bases are happening 

and supported by marketing efforts 

 Staff economic resilience: Growth in tourism jobs and longevity of employment 

are supported by regular savings by staff 

Social Capital 

 Social cohesion/connectedness/networks: Close intra-organisational networks. 

Higher in Wellington post-Kaikoura earthquake. Increase management  support 

of social activities for staff cohesion development  

 Capacity to work as a group: Demonstrated thinking on their feet and pulling 

together  

 Trust: Some concerns about organisational and management priorities but 

confidence in plans. Leadership takes thoughtful actions and values input from 

staff 

Human capital 

 Health and wellbeing: Medical insurance available and high perceived control for 

staff and GMs 

 Skills: Employees have some experience in fire evacuations exercises and special 

trainings (e.g. first aid). Need all-hazards skills and attention to disabled guest 

processes 
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 Capacity to adapt: Employees are ready willing and able to assist in a disaster. 

Managers showed creative adaptation but need to consider guest satisfaction when 

possible. Many staff and GMs could not get to work in some types of disasters 

 Knowledge: Staff and managers have an understanding of basic evacuation 

protocols and industry experience. Lack of all-hazards protective action 

knowledge. Guests need additional multi-hazard information 

 Business continuity: Critical data is handled with disruptions of service 

considered. Leadership in key areas is available, but cross-training needs 

improvement. Pre-disaster communications for emergency response are not 

commonly developed 

Physical Capital 

 Life safety: Building standards are being met. Evacuation routes are well known. 

Building height factors into service levels when elevators are inaccessible. Power 

back-up capacity needs improvement. Tsunami information not well socialised in 

Wellington. Emergency supplies of food and water also need development 

 Business continuity: Critical data protection is integrated into basic processes 

Natural Capital 

 Hotel’s exposure to natural hazard risks: Natural hazard risk is considered by 

research and policy organisations and protective actions are available in the 

natural environment (e.g. higher ground) 

 Hotels effects on the local environment: Organisations dedicated to natural 

environment protection are present. Sustainable activities are being considered 

and research is ongoing 

Cultural Capital 

 Safety culture exists. Previous experiences of local hazards are influencing new 

actions and strategies. The duty of care for guests in integrated into the culture. 

Some lack of cultural knowledge may influence lack of tsunami strategies in WL. 

Staff safety needs to be balanced with guest safety 

Conclusions 

Arguably, the most prominent barrier to building resilience to disaster is time, followed 

by money. This research found managers are often fully committed to business as usual, 

day-to-day operational concerns.  However, it may be that with limited effort managers 

can engage their staff in the process, relieve much of the workload, and enhance their 

disaster resilience.  
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The Theory of Planned Behaviour describes intentions to act as being tied to one’s 

ability to perform corrective actions, social norms, and attitudes towards the behaviour 

(Ajzen, 1991). Based on this theory it is important to provide actions that are achievable 

and effective for reducing risks if managers and staff are to be encouraged to build 

disaster resilience. The DRFH is designed to provide a multi-entry format allowing 

organisations with limited time and money an opportunity to make small improvements 

to their resilience. A limitation of the study includes the localised nature of the data and 

variables making widespread generalisation inappropriate. Future research looking at 

refining predictors through case studies of areas with different risks and challenges will 

add to the knowledge significantly. This all-hazards framework could benefit from data 

from areas with high risk from terrorism and weather-related disasters.  
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