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Dealing with Practical Scenarios
[bookmark: _Toc37634592]Introduction:
The hospitality industry like many other sectors is dependent on various other industrial segments for its successful operation and is affected by economic, cultural, social and political changes that occur. Certain events will prove to be a boon to the hospitality sector while certain others will prove to be a bane. Irrespective of the situation the customer should be treated with care. The customer comes first in the hospitality sector as happy customer experience is sure to draw many more customers. Crisis whether man-made or naturally occurs unexpectedly and shakes the whole system. The crisis will inconvenience both the staff as well as the customers. But the way the administration decides on handling the situation is very important. A Crisis Management Plan and Policy must be in place so that when the crisis strikes the management is prepared to handle the situation as per the plan. A task that is started on a good note is sure to succeed. This report will look at two scenarios that took place at Marriott Hotels and the Taj Mahal Hotel, analyze the scenarios from a management perspective and provide recommendations for handling them.
[bookmark: _Toc37634593]Crisis Management in the Hotel Industry:
	The Hotel Industry is forced to prepare to face a crisis as there have been multiple situations of late where the hotel industry has been pushed to handle critical situations across the globe. The survival of the hotel industry depends on how well a crisis has been handled. Any crisis will surely rock the regular functioning of a concern, test its ability to survive the crisis and based on the actions taken, the concern’s reputation is at stake. People have started to travel the world both for business and pleasure and so there is an increase in the need for hotels. Niininen (2013) in his article about the best practices of the hotel industry mentions that crisis management involves strategic planning to handle unexpected situations that arise suddenly. 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 ill-prepared for such unforeseen situations.
[bookmark: _Toc37634594]Scenario 1: National Lockdown Due to COVID-19 
	COVID-19 has turned into a worldwide crisis with its pandemic status and has caused havoc in the hospitality industry globally. Djeebet (2020) in his article has clearly stated that the damage caused by this virus on the industry is much worse than the damage caused by 9/11, SAARS and the financial crisis of 2008. The virus attack has affected the people to an extent that has never been seen or felt by this current generation as it has churned fear and confusion in the people. Every industry and business unit seems to have felt the impact of this crisis and hotels across the world have been badly hit. Marriott Hotels are facing a host of issues including:
(1) Finding themselves empty with the cancellation of all social and official events
(2) Guests found themselves stranded in hotels as they were not able to travel back home
(3) Need to procure resources such as hand sanitizers, masks, safety gear and to implement safety precautions required to handle the pandemic
(4) Ensuring staff safety, providing for staff needs and the need to organize work shifts based on the number of staff required
(5) Joining hands with the local authorities and help house personnel fighting the pandemic – healthcare workers, emergency staff and at times even patients.
(6) Opening up their kitchens to cook community meals and meals for the people fighting the pandemic.
[bookmark: _Toc37634595]Analysis of Scenario 1:
	Loss of revenue coupled with the need to serve the community will drain the resources of the Marriott hotels and leave them struggling to stay open and functional. They will also be faced with the need to decide whether to continue paying the staff or to let some of the employees go. If the Marriott hotel decides to let their employees go then they will have a tough time hiring such experienced hands later when the situation improves. Meng (2020) in her article has mentioned that COVID-19 is sure to leave a lasting impact on the hotel industry and hotels must ensure that they turn the crisis into an opportunity to develop themselves further. Right now, when the whole world is still reeling from the effects and aftereffects of COVID-19 the Marriott hotels have to ensure that they have a proper well thought out plan to handle and contain the situation within their premises.  They could also try and see how best they could serve the community that they are a part of. The human, emotional and psychological needs of the people who work for the organization must be met. In case any guests are stranded on their property, they need to take good care of them and make them feel at home. The top management needs to organize a crisis management committee that can study the situation and provide an immediate action plan for each phase as the pandemic continues to affect the normal life of all people. The crisis management committee must also plan for the post-pandemic customer needs which will be altered greatly because of the experience that they had undergone. 
[bookmark: _Toc37634596]Recommendations for Scenario 1:
(1) Set up a Crisis Management Team if the Marriott hotel does not have one in place and ensures that they start studying the situation, interacting with the authorities and provide the necessary communication to guests, employees and the authorities.
(2) Ensure that the safety measures and precautions to be taken are properly followed by all employees and if required have a quick demo session on how employees can keep themselves safe while on the job, during their commute to work and at home.
(3) Ensure that guests who are forced to stay on at your property due to lockdown are well taken care of and provide them with things they may require - like a change of clothes as they may not have enough sets of clothing with them.
(4) As regular roles of the employees will not be required, lean staffing can be maintained, and employees can work on a shift basis.
(5) As per the need of the community, the Marriott hotel can extend its services and activities like housing healthcare professionals, running a community kitchen to feed the needy and housing non-COVID-19 patients can be carried out.
[bookmark: _Toc37634597]Scenario 2: Terrorist Attack:
	Threats due to terror attacks have increased in  recent years and the 9/11 attack in the USA, the Taj Mahal Hotel terror attacks in India and the terrorist shootout in Paris have all shown that people are not safe even when they are in public places. Hotels especially are said to be “soft” targets according to Henderson (2007). These are places where people meet each other with no worry about safety and security and so it becomes an easy location for terrorists to move about unnoticed. Incidents, where foreign tourists have killed increases, fear levels among tourists as they would be concerned about their safety and security. The hospitality industry is integral to a nation’s growth and global Gross Domestic Product (GDP). Terrorist attacks are so unexpected and sudden that for a moment it leaves the hotel management stunned into inaction. The Taj Mahal Hotel, Mumbai (India) was a classic example of how the terrorists took advantage of these moments to carry out maximum damage before the management rose to the occasion. By the time the Crisis Management Team kicked into place and started to act or rather react, the damage had already been made. 
[bookmark: _Toc37634598]Analysis of Scenario 2:
	In the Taj Mahal Hotel terrorist attack the damage was not just damaged to property which could be assessed and taken care of, but the damage was to the reputation of the hotel too. The damage was to the public image of the hotel which was badly marred. Lack of security protocol to scrutinize guests, their baggage and vehicles that entered the premises was the cause for terrorists stepping into the hotel premises with ease. Hotel management needs to place the security of guests as top priority and they need to have a proper security plan in place. The security team is like the local law enforcement authorities and they need to be brave, alert and on the lookout to gauge anything suspicious so that danger can be averted even before it strikes. The public will judge either for or against a hotel based on how well they responded during the time of the crisis.
[bookmark: _Toc37634599]Recommendations for Scenario 2:
(1) Keeping the current global conditions in mind, hotel management needs to ensure that they have a pro-active Crisis Management Plan in place and that there’s a section dedicated to terror attacks and how they are to be handled.
(2) The communication that goes out to the employees must be reassuring and truthful so that they can be relied upon to carry out their assigned roles properly. 
(3) The safety of guests must be a top priority and all necessary steps have to be taken to account for each guest who is booked into the hotel.
(4) Local law enforcement authorities must be immediately contacted with proper information so that back up forces and necessary action can be taken by them to control the situation.
(5) With the arrival of mobile phones and social media, there are chances that self-made journalists will try and report the incident with their amateur pictures and videos so its best if the situation is properly reported by the hotel management through proper channels so that the right message reaches the public. 
(6) Post the terror attack the motel management must work hard to assess damages and start to set right the situation.
[bookmark: _Toc37634600]Generic Crisis Plan:
Hotels must ensure that they are prepared to face a crisis of any nature. The hotel management needs to brainstorm and with the help of management, professionals have a written Crisis Management Plan that the employees should have access to. The Team Leads and Managers need to be trained on crisis management and they should step into their pre-assigned roles when a crisis occurs. A Crisis Management Team must be always ready to step into action when the need arises. The crisis management plan should have sections assigned to different man-made and natural disasters and threats that could cause havoc, destruction, damage and disrupt the daily activities suddenly. Crisis Management must include:
(1) Outlining what can be defined as a crisis and what response needs to be taken when such a crisis occurs
(2) The communication process  needs to kick into action when a crisis occurs so that the correct message reaches the employees, the guest, the public and the law enforcement authorities.
(3) Business Continuity Plan and Disaster Recovery should also be part of the Crisis Management Plan according to Wee (2017).
Like fire drills that are carried out in hotels, Crisis Management drills can also be conducted on either a quarterly or half-yearly basis so that employees know how to respond when crisis strikes. Miriam Renner (2018) mentions in her research that planning makes it easy for people to take up their respective roles at the time of the crisis instead of waiting and wasting time. According to the Crisis Management Plan designed by Marriott International (2013), the key principles of the plan are - Timely and accurate threat assessment, clearly defined roles and responsibilities, reliable communications and reporting procedures, preplanned administrative support and maintenance of the security of operations. Building customer confidence should be a top priority during the post-crisis phase according to Elliott Mest (2017).
[bookmark: _Toc37634601]Conclusion:
	The hotel industry must have a Crisis Management Plan in place to handle both natural and man-made crises. The review of the two scenarios involving Marriott hotels and the Taj Mahal Hotel has shown that being ready for a crisis is helpful and avoids confusion to a great extent. It is not enough if there is a crisis management plan that exists only on paper but it should be made a reality by carrying out crisis management drills regularly so that employees will be aware of the roles they need to take up. Guests who are booked into the hotel are always top priority and their safety and their needs must be met. The management should carry out clear communication channels and the right message that is both reassuring and truthful needs to be passed on to the employees, guests, the public and other stakeholders so that the trust of all these people can be won. However, prepared the management is, a crisis will prove to be a difficult time and it will take a lot of courage to handle the situation right. There are a lot of chances of things going wrong, but the management must learn to pick itself up and to keep moving forward. 
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