The Reality of Disaster: Managerial Experiences: 6
Instructor Guide



Session 6: The Reality of Disaster: Managerial Experiences

Time: 1 hour


Objectives:


At the conclusion of this session, the students should be able to:

6.1 Describe two disaster events that impacted tourism, hospitality, or travel related businesses.

6.2 Discuss three major activities of business executives during disaster responses.

6.3 Describe two major activities of business executives during disaster recovery.

6.4 Identify typical disaster preparedness and planning activities by business executives.

6.5 Discuss two major disaster mitigation activities of business executives.

6.6 Illustrate two lessons that business executives learned from their disaster experiences.

Scope:

Introduction to actual disaster experiences of tourism, hospitality, or travel managers through presentations by local executives and/or analyses of written case study materials.

Readings:

1. Required Student Readings

Craig Coombs. 1998. “Port Arthur Historic Site Management Authority Response.” Australian Journal of Emergency Management 13 (Autumn): 16-19.

Thomas E. Drabek. 1995a. “Disaster Planning and Response by Tourist Business Executives.” Cornell Hotel and Restaurant Administration Quarterly 36:86-96.

2. Professor Reading

Joe Paul. 1997. “Setting the Scene for the Event.” Pp. 1-4 in Port Arthur Seminar Papers, edited by Tasmania State Emergency Service and Emergency Management Australia. Mt. Macedon, Victoria, Australia: Emergency Management Australia.

Richard McCreadie. 1997. “Foreword.” P. iii in Port Arthur Seminar Papers, edited by Tasmania State Emergency Service and Emergency Management Australia. Mt. Macedon, Victoria, Australia: Emergency Management Australia.

3. Background References

Additional information on the Port Arthur incident is available in a series of papers that were presented at a seminar (March 11-12, 1997) in Melbourne, Victoria, Australia. The Coombs (1998) article (assigned for student reading) is a revision of the paper he gave at this seminar which also included other reports from police officials, the ambulance perspective, critical incident stress management, the coroner, and others. Tasmania State Emergence Service and Emergency Management Australia (eds.). Port Arthur Seminar Papers. Mt. Macedon, Victoria, Australia: Emergency Management Australia.

Requirements:

For this session the professor should invite two CEOs or general managers of local tourism, hospitality or travel related businesses who have responded to a disaster. The list of questions which comprise the Appendix of this session should be given to them several days in advance with the request that they structure their comments (25 minutes each) to respond to each of the six broad questions. This list of questions also should be reproduced as a student handout. 

Remarks:

Objective 6.1

Two Disaster

Events

1. Introduce each business executive, refer students to the handout, and suggest that it be used to facilitate note taking.

2. Question 1: “What was the context of your disaster experience?” (event, firm mission, job position, and job tenure).

3. Toward the end of this session the professor should highlight the disaster events described in the student readings which appear in the “Supplemental Considerations” section (see 2a and 3a).

Objective 6.2

Activities

During

Response

1. Question 2: “What were your major activities during the response?” (Your warning, employee and customer warning, confirmation, evacuation, sheltering, transportation, firm closure, other response activities).

2. Toward the end of this session, the professor should highlight the firms impacted and key elements that defined the Port Arthur response (Combs 1998) (See 2.6 in Supplemental Considerations).

Objective 6.3

Activities

During

Recovery

Question 3: “What were your major activities during recovery?” (restorations, insurance settlements, advertisements, media contacts, other recovery activities).

Objective 6.4

Disaster 

Planning

1. Question 4: “What planning had been done prior to the event?” (stimulation factors, participants, written, training).

2. Toward the end of this session, the professor should highlight the extent of planning among the firms studied by Drabek (1995a) (see 3d and 3e in Supplemental Considerations).

Objective 6.5

Mitigation

Activities

Question 5: “What mitigation actions did this disaster stimulate?” (structural improvements, insurance changes, relocations, policy actions, other mitigations)

Objective 6.6

Lessons

Learned

1. Question 6: “What were the major lessons for your firm from this disaster experience?” (planning, response, recovery, mitigation)

2. Toward the end of this session, the professor should highlight the lessons that were identified after the Port Arthur incident and the Drabek study (see 2.d. and 3.f. in Supplemental Considerations).

Supplemental

Considerations

1. Explain to students that there are certain key points that they should have gotten from the two assigned readings. These provide enrichment material relevant to each of the six objectives of this module to supplement the experience base provided by the guest executives. Relevant highlights are as follows; only the questions should be posed to the students, but answers are provided for easy reference by the professor.

2. Coombs (1998)

a) What was the event? April 28, 1996, deranged gunman killed 20 people at Broad Arrow Café at the Port Arthur Historic Site which is on the south central coast of Tasmania, Australia (approximately 68 kilometers by highway from Hobart). He then drove to the Port Arthur Store and later to the Fox and Hounds Hotel to which he later set fire. During his movements he killed and injured others leaving a total of 35 dead and 22 injured. (see McCreadie, 1997, p. iii).
b) What firms were impacted? Broad Arrow Cafe, Fox and Hounds Hotel, and the Port Arthur Historic Site (a quasi-governmental unit which manages the tourist and heritage infrastructure) (Coombs 1998, p. 16).
c) What defined the response? 1) three initial problems: disbelief, lack of planning, language (nine nationalities on scene); 2) communication difficulties: CEO lacked public address system, only one public pay phone; 3) blame assignation: Port Authority was blamed by workers; 4) media: lacked respect for victim relatives and staff, minimal control, no single point of contact established (Coombs, 1998, pp. 17-18).
d) What major lessons were learned? Regional disasters raise unique questions: call outside help quickly; have Standard Operating Procedures (SOPs) for accounting; have funds for personal staff emergencies; clearly identify who will receive donated funds; critically examine insurances; establish recovery milestones; relocate staff; and keep life as normal as possible (Coombs 1998, p. 19).
3. Drabek (1995a): Explain to students that several other aspects of this study will be examined in subsequent sessions, e.g., Sessions 11 and 15.

a) What events impacted the firms studied? The sample of 185 businesses were selected in two phases: I—65 firms from three counties that initiated disaster planning activities with tourist industry representatives; and II—120 firms from counties impacted by flooding in Washington State (November and December 1990—Whatcom and Snohomish counties) or Hurricane Bob (August 1991—Dare and Carteret counties, North Carolina; York County, Maine; Cape Cod and Martha’s Vineyard, Massachusetts).

b) What factors stimulated disaster planning? Executive interviews revealed three factors: 1) organizational influences, e.g., mandate from corporate office (20%); 2) community-based activities, e.g., contacts with local emergency manager (6%); 3) prior disaster events (63%).

c) What seven modal patterns described the disaster planning processes used within these firms? 1) top-down approaches; 2) elite group approaches; 3) team development approaches; 4) committee approaches; 5) staff review approaches; 6) externally provided approaches (e.g., required guidelines given by corporate office; and 7) inherited approaches (e.g., plan what is in the file or in procedure manual when executive began working at the firm).

d) What nine planning criteria were used by Drabek to assess the extent of planning within these 185 firms? 1) written disaster plan; 2) informal planning; 3) functional approach, i.e., multihazard and entire life cycle included (preparedness, response, recovery, and mitigation); 4) property specific; 5) annual revision; 6) staff training; 7) annual exercise; 8) team approach; 9) commitment to disaster planning by CEO and corporate staff.

e) In general terms, what was the extent of planning documented among these 185 firms? When all nine criteria were aggregated, the firms were distributed into three clusters: 

· extensive (n = 25) (yes responses to all 9, 8, or 7 of the criteria); 

· moderate (n = 50) (yes responses to 6, 5, 4, or 3 of the criteria); 

· minimal (n = 109) (yes responses to 2, 1, or none of the criteria). 

Point out to students that the executives interviewed in Phase I of the study reported far more extensive disaster planning than did those who were in Phase II (see Figure 1 in Drabek 1995a, p. 92).

f) What seven lessons were identified by the executives whose firm had been impacted by an actual disaster? 1) plan appropriate actions; 2) resist threat denial; 3) have one person in charge; 4) improve employee and customer communication; 5) anticipate the needs of special populations; 6) recognize employee family priorities; 7) structure media relationships.

4. Ask students to compare and contrast the lessons and key features of the presentations by the two executives in class with the information presented in the two articles assigned for reading. 

a) How did the presentations by the two executives in class compare and contrast to the lessons and key features of the response to the Port Arthur incident (Coombs 1998)? What might account for any differences? 

b) Ask students to compare and contrast the extent of disaster planning and the lessons reported by the 185 executives in the Drabek (1995a) study to the presentations by the two executives in class. What are the key differences?

5. Key points of context made by Paul (1997, pp. 1-3).

a) Australia is the largest island in the world with a population of approximately 18 million.

b) Tasmania is a separate island to the south and is the smallest of six states in Australia with a population of 473,000.

c) Exports (including minerals, agriculture, and forestry) and tourism are the main elements of the economy. Port Arthur is the major tourist location in the state.

d) “The emergency preparedness of Tasmania is overseen by the State Disaster Committee under the authority of Emergency Services Act. The Commissioner of Police is chairperson and the Director of the State Emergency Service is the Executive Officer of the Committee.” (p. 2).

“At the local level, each council (29) is responsible for producing an emergency plan. At 28 April 1996 all 29 councils had a local plan and the plan for council area of Tasman had been updated in March 1994.” (p. 2).

e) “Several exercises have been conducted since 1995 that have been designed to assess the emergency services response capability to an event on the Tasman Peninsula, which includes Port Arthur, involving an accident between two tourist coaches. The scenario specified multiple fatalities and injuries of numbers similar to those that occurred on 28 April.” (p. 3).

Course Developer
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Executive Questions

Disaster Case Studies

1. What was the context of your disaster experience?

a) What was the event? (type of disaster, date, location)

b) What was the mission of your firm?

c) What was your position?

d) How long had you been in this job?

2. What were your major activities during the response?

a) How and when were you warned?

b) How and when were employees and customers warned?

c) How did you confirm the warnings?

d) How and when did the firm evacuate customers? Employees? Senior management?

e) Did you make any provisions for sheltering customers or employees?

f) Did you make any provisions for transporting customers or employees?

g) Was the firm ever closed? (If so, how long?)

h) Were any of your employees victims? (Adjustments made in work schedules, etc.?)

i) What other major activities were you involved in?

3. What were your major activities during recovery?

a) What damages required restoration? Any difficulties?

b) What insurance requirements did you confront? Any difficulties?

c) Did you advertise or use other marketing strategies to regain your customer base? Any difficulties?

d) Did you have any media contacts? Any difficulties?

4. What planning had been done prior to the event?

a) What factors stimulated this planning? (e.g., prior disaster, corporate mandate, local emergency manager)

b) Who were the participants in the creation of the plan?

c) Was your plan written?

d) What types of staff training occurred?

e) What other planning activities occurred?

5. What mitigation actions did this disaster stimulate?

a) Any major structural improvements?

b) Any insurance changes?

c) Any relocations of buildings?

d) Any other mitigation actions?

6. What were the major lessons for your firm from this disaster experience?

a) Planning lessons?

b) Response lessons?

c) Recovery lessons?

d) Mitigation lessons?
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