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[bookmark: _Toc117785797]1. Executive Summary
	This reflective report was compiled by Marius Fodor, student at University of Wales, Trinity Saint David, for the assessment of Component 1 from the Module BMIH4002 - Food and Beverage Operations.
	The report will show why Crisis management is important in Hospitality Business, what skills are essential and have been gained by the author throughout the duration of the course and analyze some unforeseen events and how these were managed in certain cases with positive or negative impact towards all the stakeholders, trying to bring forward ideas for an action plan in order to attenuate the negative impact and transform a potential dangerous and harmful situation into a positive outcome.
	For the writing of this report, it has been used Gibbs reflective method. (Gibbs, 1988)
[bookmark: _Toc117785798]2. Introduction
[bookmark: _Toc117785799]2.1 What is Crisis management 
	In recent years, multiple unforeseen circumstances (political, economic, social, etc.) have impacted world economy, forcing businesses all around the world to take measures and adopt strategies to deal with the aftermath that affected their activity.  One of the most important characteristics of managing any business are how these unforeseen events, internal or external, are dealt with. Failing in managing these events can be catastrophic for all the stakeholders of that specific business and can lead to the business closure on long term. Therefore, crisis management is the sum of all measures and strategies used to combat the effects of any abnormal and unforeseen incidents which may occur and impact the activity of the business, allowing it to recover and continue operations during and after the negative circumstance. (eTakeaway , 2022) 
[bookmark: _Toc117785800]2.2 What is the importance of Crisis management in Hospitality Industry
	While it is impossible to be prepared for any type of incident, due to the unpredictable nature, having a good crisis management plan is essential in dealing with the aftermath of internal or external incidents that impact the economy and the activity sectors, especially the customer-facing ones, such as Tourism and Hospitality. The way that a business responds to these incidents is crucial for the success of the business. Most of the companies resorted to having entire departments dedicated to create and implement these contingency plans and give a state of readiness in case of appearing. (EverBridge, 2022)
[bookmark: _Toc117785801]2.3 Knowledge and Skills necessary 
	To be a successful crisis manager, one must possess a very specific skill set. He must be able to maintain a realistic situational awareness, to have a creative thinking and adapt and improvise, needs to communicate and act in an operative manner, maintain a good focus during stressful events and possess creative and analytical thinking (EverBridge, 2022). Besides this there are some other characteristics that would help him reach a positive outcome, like empathy and emotional intelligence, autonomy, integrity, perseverance and courage (Marks, 2020).
[bookmark: _Toc117785802]3. Categories of critical events
These critical events can be categorized in 3 categories (Ponis & Ntalla, 2015) (Tse, et al., 2005),
- Physical events (natural disasters, technological failures, etc.), 
- Social events (terrorist attacks, pandemics, wars, economic crisis, etc.)
- Internal events (management failures, unethical behavior from the staff)
[bookmark: _Toc117785803]3.1 Natural disasters
When we are thinking about recent natural disasters impacting the Tourism and Hospitality sector there are quite a few examples in the past few years. From the Sumatra in 2004 and Japan 2011 tsunami waves, the Australia 2019 wildfires, the Greece 2022 wildfires to the hurricanes and tornados in US, we can see the huge impact of the natural disasters over the Tourism and hospitality sector worldwide, through material damage, loss of life and economic fall in the region. While almost impossible to predict, almost every company has contingency plans to protect their customers, staff and property during such events. These plans are usually conceived with the support and as a requirement from the governments and periodically tested and revised by each company.
[bookmark: _Toc117785804]3.2 Terrorist attacks
	Since 11 September 2001, there has been a surge of terror attacks all over the world. This created the need of increased security measures and awareness towards potential threats that forced companies to create contingency plans for the eventuality of this kind of threats.
[bookmark: _Toc117785805]3.3 Pandemic outbreaks
	Also in the last 20 years a new invisible threat appeared – pandemic outbreaks like SARS in 2003 and the COVID-19 pandemics which forced implementing restrictions worldwide which led to a huge economic crisis worldwide especially in travel and hospitality, which severely impacted the revenues of the industry. 
[bookmark: _Toc117785806]4. Case description
In March 2011 an earthquake in the japan Sea created a devastating 133ft high tsunami wave which devastated 1240 miles of the western shores of Japan but also of many other states like Peru, Chile, Galapagos, Hawaii or California. The aftermath is almost 20000 dead or missing, 130000 houses and businesses destroyed including a nuclear plant, leading to a nuclear disaster. Only in Japan, the damaged is estimated at around 220 million US dollars. (NCEI, 2021). The impact was severe in the Tourism and Hospitality sector all over Japan with a drop of 2 million tourists compared with the previous year (over 8 million tourists in 2010). Every business in the Hospitality sector enhanced their crisis response plans by developing alarming systems, evacuation procedures and investing in shelter building for the protection of guests and staff which is regularly drilled in how to react when such events. 
The government implemented communication and awareness programs to show the readiness in crisis management and also has enhanced the strictness of the safety regulations (Beirman, 2012). 
[bookmark: _Toc117785807]5. Conclusion
	By checking all these events, we can see that Crisis management is essential to the survival and growth of any company. Creation of contingency plans for these types of events became a priority for both companies and governments in order to protect the customer, the staff and the businesses against the negative impact of the events. While every business needs to focus on the direct impact that potential crisis has upon their customers and staff, ultimately on their business, the government also implements crisis plans on national level which correlated at the global level with other states can help diminish the effects on the companies and business in case of crisis handling and response. 
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