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CRISIS MANAGEMENT IN THE HOSPITALITY SECTOR

Introduction:

	  Crisis Management has become an integral aspect of every industry and the hospitality sector is no exception. Though the overuse of words such as 'crisis' and 'disaster' has been used too often by people in inappropriate contexts and have made the world lose its true meaning, everyone recognizes a true crisis like the one that the whole world is currently facing – the COVID-19 pandemic. The crisis is either caused by nature such as tsunami, bushfires, floods, or disease or can be caused by men such as terrorism or economic ups and downs. Outi Niininen (2013) points out that crisis like accidents can happen any time the management must be involved in planning for unforeseen events by designing action plans for each department, allocating responsibilities, working on backup and training staff so that they are in a position to handle the crisis when it strikes at the most inopportune moment. How Windsor Marriott Hotel is handling the current global crisis COVID – 19 will be discussed in my work to provide a clear picture of how a crisis is handled in the hospitality sector.   




Windsor Marriott Hotel & the Hospitality Sector:
	Hospitality sector functions chiefly due to the reputation created by the quality of the services they offer say Ricardo Solano (2019) which is not far from the truth. Clients tend to keep coming back if they are satisfied with the quality of services that are offered by the hotel. In the case of Windsor Marriott, it happens to be a part of a hotel chain and the management in this case has to ensure that all their hotels operate with the same quality standards so that their guests can check into any of their property to get the same quality of service. So guest loyalty for Windsor Marriott does not depend on the quality of services extended by just that one hotel and rather depends on the performance of the chain. But having said that there is a huge difference between the kind of risks and crisis that each hotel in the chain will face based on the cultural, social, political, and social differences that arise from where they are located. 
Crisis Management:
	According to Outi Niininen (2013), Crisis Management has its origin in the strategic planning that incorporates contingencies for unexpected events that can occur. The biggest challenge of course lies in recognizing the warning signals at an early stage and take necessary action. The crisis is different and can be classified into a crisis that arises due to the internal actions of the hotel versus those that arise due to market trends and the changes that take place in the immediate environment of the hotel. Yet another classification could also be a crisis that can be managed versus crisis that tends to manage us. The crisis has the nature to occur in an unexpected manner causing a severe impact on the organization. Prompt action and expertly dealing with the crisis is very much necessary. Marriott chain of hotels recognized early on the need for a Crisis Management Plan and created their “International Loss Prevention Guide to Crisis Management” in 2001 intending to ensure that a coordinated and effective approach is created to handle the crisis, maximum resources, and trained personnel are utilized to handle the situation and the normal operation of the hotel continues with minimum interruption. 

Key Principles of the Marriott Crisis Management Plan:
	The Crisis Management Plan that has been created by the Marriott Hotels is reviewed annually and also after every crisis by the specially appointed Crisis Management Team and the plan is revised and updated after each review. The Crisis Management Team Leader is solely responsible for the implementation of this plan. Certain key principles behind this plan are:
1. Assessment occurs in a timely and accurate manner to assist with the balanced judgment that needs to be made by the Crisis Management Team
2. It contains clearly defined roles and responsibilities 
3. It includes reliable communications plan and reporting procedures and hierarchy
4. It is incorporated with preplanned administrative support
5. Security of operations is maintained at this juncture when there are doubt and confusion in the air


Crisis Handling Methodology:

	The way the world functions at such a fast pace with so many complications and new inventions each day, the hotel industry needs to be updated with all the new tech-savvy details to ensure that a crisis is well contained. The Hotelier magazine (2016) has rightfully pointed out in its article that apart from damage to the reputation the hotel will surely face financial damage and loss if it is not prepared for handling crises.
The steps for handling a crisis include: 
1. The hotel needs to be well prepared to handle the crisis
2. Staff members must be trained in advance to handle crises and ensure that the guests do not panic 
3. Managing costs during the crisis is essential and crucial too as there will be a drop in occupancy which will directly translate to drop in revenue
4. The Crisis Management Team needs to coordinate with the local authorities and take their help as and when required and must maintain an open communication channel with them
5. Good communication needs to be maintained with the guests staying on the property as they must not get the wrong message about the crisis from other sources like social media. 
6. Technology needs to be used to the fullest for security purpose

The Current Crisis COVID-19 & Challenges:
	COVID-19 pandemic that started its rounds in the last quarter of last year has turned into a global crisis that has managed to harm every sector in every nook and corner of the earth. The hotel industry has been badly hit worldwide with hotels being forced to take drastic steps that have never before been taken by big brands in the industry. The American Hotel and Lodging Association (AHLA) has pointed out that the leisure and hospitality industry is the hardest hit in America due to COVID-19. 70% of hotel employees have been laid off or furloughed and nearly 3.9 million hotel-supported jobs have been lost since the crisis began in America. The numbers are staggering and the revenue loss is unimaginable. According to Djeebet (2020), the damage that the COVID-19 has caused in the hotel industry is truly much worse than the damage that had been caused after the 9/11 incident, SAARS, and even the financial crisis of 2008. The virus attack is still in progress and governments are fighting hard to contain it. Neither the current generation nor the previous generation has seen such widespread revenue loss, felt such fear, and been left stranded with no solution to the problem. The Windsor Marriott Hotel is facing the same bunch of challenges that the hotels across the world are facing and it includes:
1. Low occupancy rates with mass cancellation of social and official events
2. Stranded guests with no option to travel back home, especially international guests
3. The sudden increase in the need for hand sanitizers, masks and other safety gear that needs to be procured and he need to implement safety precautions to handle the pandemic
4. Staff safety, providing for staff needs and planning and scheduling shifts based on the required numbers
5. Helping the community by joining hands with the local authorities and providing basic needs such as providing boarding and lodging facilities for personnel fighting the pandemic - healthcare workers, emergency staff, and at times even patients, if and when the need arises.
6. Opening up their kitchens to cook meals for the community at this time of need.

Handling COVID-19 Marriott Style:
	Marriott has a web page titled “Commitment to clean” which has been put up by the Marriott Cleanliness Council stating that they are committed to providing their guests with a safe environment that is aligned with expert protocols aimed at defeating COVID-19. The Marriott Cleanliness Council has redefined their cleaning and safety standards by consulting with both in-house as well as outside experts on food and water safety, hygiene and infection prevention, and hotel operations. All of this is being carried out for the benefit of the health and safety of the guests and the Marriott associates. The following measures have been taken by the Marriott team:

1. Surfaces in public spaces and high traffic areas are cleaned with increased frequency, with the help of dedicated staff and by using recommended cleaning agents.
2. Hand Sanitizing Stations have been set up at multiple points such as hotel entrance, front desk, elevator banks, and meeting spaces.
3. Social distancing maintained and encouraged by placing signage in public spaces. Partitions added at check-in to provided added safety to guests and associates.
4. All surfaces in guest rooms will be cleaned with hospital-grade disinfectants and disinfecting wipes will be placed in each room for the use of guests.
5. New cleaning technologies such as electrostatic sprayers are used to sanitize surfaces. Ultraviolet light technology to sanitize guest keys and devices is being tested at present.
6. The mobile app can be used for maintaining distancing options as guests can use the app to check-in, access the room, and order room service.

All the above steps are in place to help guests have a pleasant, clean, and safe stay at the Marriott hotel. Keeping the safety of the guests and associates in mind Arne Sorenson, CEO of Marriott International has released a message on March 13th, 2020 where he states the measures taken by the management across all their properties to ensure safety of their guests and associates. The CEO requests the guests to have confidence when they book their stay at the Marriott hotel that they are taking every possible measure to keep their rooms ready following the guidance of government and public health officials. He has also mentioned flexibility in the cancellation policy. He assures the guests that the Marriott hotels are following the latest guidance from CDC and WHO on hygiene and cleaning and that they are designed to address a broad spectrum of viruses including COVID-19 through their cleaning procedures and safety protocols. The loyalty programs for Marriott Bonvoy members have been altered to suit the current scenario. He ends his message by stating that the safety and well-being of the guests are their priority and that they await with open doors and open hearts to serve guests. 

Conclusion:
	The big question mark for Marriott International Inc. according to Jake Mooney (2020) and others in the market is whether the hotelier will survive the COVID-19 pandemic as the company has resorted to taking dramatic steps to conserve cash till the time business begins to recover. Despite the critical nature of this particular crisis, CEO Sorenson goes on to state with confidence “we're coming back sooner and stronger than our worst-case scenarios” which is the hope that each hotelier has within. Surviving this pandemic that has caused both emotional and financial stress and strain is going to be difficult but Windsor Marriott Hotel will remain stoic as per the guiding principles of their management and weather the storm. Though the going seems rough the Marriott management has a Crisis Management Plan in place which is being executed with care and concern. Guests are top priority in the hotel industry and their safety is being well planned at Windsor Marriott Hotel. Crisis Management Plans need to have regular crisis management drills conducted similar to fire drills so that the hotel employees are well aware of their roles and responsibilities at the time of such crisis. Maintaining clear communication channels and sending out the right message is the chief responsibility of the management team as the guests, associates, public, and the other stakeholders are entitled to the truth and the truth will help win the trust of all these people. The crisis is not just a time for things to go wrong but this is the time for hotels like Windsor Marriott to prove their mettle by surviving the ordeal and gaining momentum to face fair weather.
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