Disaster Recovery and Restoring Operations: 31
Instructor Guide


Session 31: Disaster Recovery and Restoring Operations

Time: 1 hour

Objectives:

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

31.1 Discuss the unique nature of disaster recovery for the travel and tourism industry.

31.2 Describe the short-term efforts necessary in the recovery of a tourism destination after a disaster. 

31.3 Describe the long-term efforts necessary in the recovery of a tourism destination after a disaster.

31.4 Explain the importance of partnership and cooperation among local groups in disaster recovery for the tourism industry.

31.5 Discuss the major forms of non-local disaster recovery assistance.

Scope:

Introduction to analysis of the disaster recovery process and disaster impacts on the tourism industry.

Readings:

1.
Required Student Reading


Joe Durocher. 1994. “Recovery Marketing: What To Do After a Natural Disaster.” Cornell Hotel and Restaurant Administration Quarterly 35:66-71.

2.
Professor Reading


Mark A. Bonn et al. 1998. A Model to Develop an Emergency Management Visitor Assurance Program. Washington, D.C.: American Hotel Foundation. (Section 4).


Otto Lerbinger. 1997. The Crisis Manager: Facing Risk and Responsibility. Mahwah, New Jersey: Lawrence Erlbaum Associates. Pages 39-49.


Federal Emergency Management Agency. January 1997. A Citizen’s Guide to Disaster Assistance. Available Online: http://www.fema.gov/EMI/is7lst.htm (Units 1-3)


World Tourism Organization and World Meteorological Organization. 1998. Handbook on Natural Disaster Reduction in Tourist Areas. Madrid, Spain: World Tourism Organization. (Chapter VI entitled “Emergency Preparations and Post-Disaster Relaunching,” pp 59-71).

3. Background References


Ralph Borzyczkowski. 1997. “Disaster Recovery Team Players.” Contingency Planning & Management 2 (October):24-25.


Harla Torrey. 1997. “Restoration Anticipation.” Contingency Planning & Management 2 (July/August):21-22, 24-25.

Requirements:

1.
The professor should divide the class into four discussion groups. Set the stage for the discussion with instructions as follows: “Based on your reading of the Durocher article that was assigned, take 10 minutes to prepare your responses to the following questions. A student assigned to be the note taker should write the responses on the poster paper provided. Following this, a reporter from each group will briefly summarize the group’s response to the questions.”

a) Based on the case study of the Hyatt Kauai found at the end of the article, what were some of the short-term recovery efforts taken?

b) What businesses and organizations were involved in the recovery of Kauai after Hurricane Iniki?

c) What were some of the long-term recovery efforts taken?

d) Describe some of the tourism-recovery marketing efforts taken to counteract the negative press coverage that usually follows a disaster.

2.
After the 10 minutes has expired, use masking tape to post the groups’ responses in the front of the classroom. Allow each reporter two to three minutes to summarize the group’s responses. After all of the groups have presented their answers to the class, the professor should proceed to elaborate on each of the key points posted using the material covered in the Remarks section of this session. 

Remarks:

Objective 31.1

Travel & Tourism

Disaster Recovery
1. In comparison to many other industries, the recovery of the tourism industry from a disaster is far more complicated. 

a) The tourism industry is comprised of interrelated individual businesses, such as restaurants, lodging providers, transportation suppliers, and tourist attractions. If a disaster destroys one component of a destination’s tourism industry or its infrastructure, the others will also be affected (see Pottorff and Neal, 1994).

b) When a destination becomes unavailable to tourists due to a disaster, they can find alternative destinations to visit.

1) Tourism recovery after a disaster is partly dependent on the successful rebuilding of the destination’s image. 

2) The rebuilding of a destination’s image must overcome any adverse publicity resulting from the disaster. 

3) It may take several years to rebuild business to pre-disaster levels.

2. Tourism recovery is dependent on the following factors:

a) The extent of physical damage caused by the disaster.

b) The ability of the various components of the tourism industry to restore their operations efficiently.

c) The effective management of the media coverage and visitors’ perception of the disaster.

Objective 31.2

Short-term Recovery
1. Disaster recovery can be divided into two phases: short-term (restoration) and long-term (reconstruction). Short-term recovery is the restoration of vital life support services and facilities to minimum standards of operation and safety. 

a) During short-term recovery, severely damaged buildings are either replaced or removed, water and sewer repairs are made, and electricity and telephone services returned to normal. 

b) Short-term recovery efforts are usually done by each individual component of the tourism industry. 

c) Example: refer students to the case study of the Hyatt Kauai discussion at the end of the Durocher (1994, p. 71) article.

2. Immediately after a disaster, each tourism entity must take steps to restore its operations. Four major steps must be taken:

a) Ensure the safety of tourists, employees and other members of the community.

b) Management of the physical recovery from the disaster.

c) Management of the traveling public’s perception of the disaster.

d) Initiation of insurance claims process.

3. Special care for tourists after a disaster is essential in regaining their confidence in the destination and in ensuring their continued support for the destination. 

a) Travel assistance for tourists will be required as they will be trying to leave the destination as soon as possible after a disaster. 

b) Resorts and hotels that can provide valuable information on transportation, or other travel assistance, will convey a strong message to tourists that they are safe, cared for and respected. 

4. The most valuable resource of a resort or any business is its employees. 

a) Because they have families that are likely to have been affected by the disaster as well, industry managers must provide guidance and assistance to their employees. 

b) Employees should be given the option of staying on the payroll to help with the recovery or to take time off to deal with their family’s needs.

c) Refer students to the material reviewed in Session 17 (“Employee Responses and Concerns During Disasters”).

d) Ask students: “What examples of employee behavioral responses that we reviewed during Session 17 are most relevant to the management of the short-term recovery of a property like the Hyatt Kauai?” (see Objective 17.3, “Employee Disaster Responses”).

e) Ask students: “What are the major implications of these behavioral responses for managers of the short-term recovery of a tourist business?” (see Objective 17.5; “Multivariate Model”, especially sub-sections 6 (work family tensions) and 7 (compensation policies)). 

5. It is imperative that managers of tourism facilities quickly conduct assessments of the physical damage to their respective properties. 

a) Both tourists and employees will want to know if these damages warrant the closure of the facilities. 

b) It is useful to record all damage by photograph or video for insurance purposes. 

c) All emergency repair costs should be documented.

6. Initial recovery efforts involve clean-up and salvage operations. 

a) All dangerous areas such as entrances into damaged buildings, unsecured elevators and areas with spilled hazardous materials should be cordoned off. 

b) Salvage operations entail segregating damaged from undamaged property. 

c) Damaged goods should be kept on hand until an insurance adjuster has visited the premises. 

7. It is important that tourism facilities attempt to restore business operations as soon as it is safe to do so. 

a) Industry managers must ensure that all critical business functions are restored. 

b) For a hotel or resort, this can mean, at a minimum, resuming its front office and reservation operations, restoring housekeeping services and reopening its food and beverage outlets.

c) Following major disasters, including tourism destinations, hundreds of non-local personnel from emergency services agencies representing all levels of government; voluntary disaster relief agencies, like the American Red Cross; media reporters and technicians; utility workers; insurance adjusters; and others, will arrive. Most, if not all, will require lodging, food, transportation and other services. For the prepared this influx in potential customers can off-set some of the disaster-induced loss. 

8. Effective management of communications during and immediately after a disaster is crucial to the recovery and rebuilding of a tourism destination’s image. 

a) The main objective of disaster communications is to minimize damage to a destination’s reputation. 

b) Negative press coverage can make it difficult to reestablish the destination after the disaster. 

9. The following guidelines were suggested by Lerbinger (1997) as ways to enhance communication effectiveness during crisis events. Remind students that crisis communication was covered in-depth during Session 24: “The Crisis Plan: Communication Channels”.

a) Gather necessary information to answer the questions that will be posed by the media. Be prepared to answer the five W’s – Who? What? When? Where? Why? – and How?

b) Designate a single spokesperson to act as the information source for public officials, the press, and the public.

c) Hold a news conference quickly and make disclosures to the media openly, honestly and accurately.

d) Communicate directly with government, employees, customers, stockholders, and other key publics.

e) Keep a log of all information, procedures, and steps taken. 

Objective 31.3

Long-term Recovery
1. The long-term disaster recovery process may continue for a number of years after a disaster. 

a) The purpose or goal of long-term disaster recovery is to return life to pre-disaster or improved levels. 

b) Long-term recovery may include the complete redevelopment of damaged areas. 

c) Long-term recovery provides unique opportunities for adoption and implementation of important disaster mitigation activities, including structural measures.

d) The long-term recovery of a tourism destination after a disaster involves both the physical reconstruction of infrastructure and more importantly, the rebuilding of the tourism destination’s image. 

e) The professor should remind students that the topic of rebuilding the destination image will be covered in the next session of this course, (“Rebuilding the Destination Image”) Session 32.

2. Long-term disaster recovery for tourism businesses encompasses four key processes.

a) Reconstruction of buildings and structures.

b) Assessment of existing building codes and land use regulations.

c) Identification and implementation of mitigation measures to reduce the impact of similar disasters in the future.

d) Tourism recovery marketing efforts.

3. To a much greater extent than short-term recovery, long-term recovery of a tourism destination requires the community to work together as a group. This was clearly illustrated by Durocher (1994; required student reading) in his description of Kauai’s recovery following Hurricane Iniki. 

a) Ask students: “Based on Durocher’s description of Kauai’s recovery following Hurricane Iniki in 1992, what examples can you provide of this principle?”

b) Examples of community involvement in tourism disaster recovery included the following (adapted from Durocher 1994).

1) Coordination with other lodging and tourism facilities.

2) Local business associations or tourism associations such as the Kauai Advertising Group (KAG).

3) Tourism development council (TDC) or Convention and Visitor’s Bureau (CVB).

4) Community action groups.

Objective 31.4

Local Partnerships

& Cooperation

1. The case study on the recovery of Kauai clearly demonstrates the importance of partnership and cooperation among local groups in disaster recovery for the tourism industry. 

a) It is recommended that the professor review the different businesses and organizations involved in the recovery of Kauai.

b) Those identified by the students in their group discussion should be highlighted. 

c) It should be emphasized that both public and private local organizations should work together to expedite the recovery process.

2. Mark A. Bonn et al. (1998. A Model to Develop an Emergency Management Visitor Assurance Program. Washington, D.C.: American Hotel Foundation) advocates that lodging managers should establish mutual aid agreements with lodging properties in their surrounding areas. 

a) These agreements can reduce the lodging providers’ reliance upon public local shelters when disaster strikes. 

b) Example: the Renaissance Vinoy Resort in St. Petersburg has an agreement with the Renaissance Hotel in Orlando to shelter guests if a hurricane threatens or strikes Pinellas County, Florida.

3. Lodging properties with appropriate facilities can form partnerships with the American Red Cross to become public emergency shelters.

a) This is win-win situation where the hotel provides a service to the community and their guests.

b) Example: Prior to and after Hurricane Iniki struck Kauai many of the large resorts and hotels spontaneously served as community shelters, e.g., Sheraton Princeville, Weston Kauai, etc.

Objective 31.5

Non-Local Disaster

Recovery Assistance 

1. The disaster recovery process will proceed more smoothly when local officials know in advance the roles of both government and private sector agencies. It is recommended that the professor remind students of the types of material covered in Session 7 (“Understanding All-Hazards Emergency Management”) and ask questions like the following:

a) Ask students: “What voluntary agencies exist to provide assistance to disaster victims?”

b) Ask students: “What state and federal programs exist for the benefit of public and private sector disaster victims?”

2. The professor should elaborate on student responses to clarify and emphasize that voluntary agencies play critical roles in all disaster relief efforts. 

a) These agencies provide essential assistance with food, shelter, clothing, medical services, clean-up, repairs and reconstruction.

b) Among the voluntary agencies that are active in disaster relief efforts are the following:

1) American Red Cross

2) Salvation Army

3) Volunteers of America

4) Religious groups, e.g. National Catholic Disaster Relief Committee, Mennonite Disaster Service, and Church World Services, among others.

3. If the situation warrants, a tourism destination affected by disaster may need to obtain additional resources by appealing to the local and state authorities for assistance. 

a) Local officials can submit a request to the Governor for specific assistance by providing information about the situation and its impact on the community. 

b) When this occurs, the state emergency management office and other offices involved in providing disaster assistance will assess the request and make their recommendations to the Governor on appropriate course of actions. 

c) Example: In the case of Kauai, the State Department of Business, Economic Development, and Tourism contributed partly to multi-million dollar recovery-marketing effort after Hurricane Iniki.

4. When the available resources and manpower of both the local and state governments are insufficient to meet the response and recovery needs of a tourism destination affected by disaster, assistance may be sought directly from the Federal government. 

a) A number of Federal agencies may provide some form of direct assistance without a Presidential declaration. 

b) In situations of extreme devastation due to a disaster, the Governor may ask the President to declare a major disaster. 

c) After a Presidential disaster declaration, the Federal Emergency Management Agency (FEMA) will coordinate the government response to disasters. 

d) FEMA has the authority, under the provisions of the Robert T. Stafford Act, to provide extensive disaster assistance. 

e) Example: FEMA contributed $110 million to Kauai’s redevelopment after Hurricane Iniki.

Supplemental

Considerations

1.
At the conclusion of this session, it is recommended that the professor ask students to bring an example of a tourism disaster news story to the next class meeting. They should be prepared to comment on the way the media report disasters. This will serve as an introductory activity for the session on rebuilding the destination image. This is not an assignment to be graded or written-up, although some professors may wish to develop this into a separate class exercise.

Course Developer
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