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Introduction

Tourism is the lifeblood of many economies and communities, yet it is highly vulnerable to
natural disasters and crises. When Hurricane Melissa, a catastrophic Category 5 storm, struck
Jamaica in late 2025, it shredded entire coastal regions and upended the peak tourism season.
Hotels and attractions were damaged or cut off, power and communications were down, and
thousands of tourism workers suddenly found themselves without jobs or income. The storm
didn’t just destroy buildings; it shattered livelihoods in the tourism sector. This stark example
underscores why disaster preparedness, recovery planning, and long-term resilience are not
optional - they are essential for every tourism business, from large resorts to small tour operators.

Why Focus on Disaster Recovery and Resilience?

Tourism businesses often operate in hazard-prone areas, idyllic coastal zones, tropical islands,
mountain regions, where the very scenery that attracts visitors can also pose risks (hurricanes,
floods, earthquakes, pandemics, etc.). In Jamaica, for instance, all major resort areas lie along the
coast and face threats from climate-related hazards. Crises like hurricanes are growing in
intensity due to climate change, and events like pandemics have shown that even non-physical
disasters can bring tourism to a standstill. Yet tourism businesses are also critical players in
disaster management and recovery, they are on the front lines caring for visitors and staff, and
they form the backbone of local economies that must recover. As the United Nations’ framework
for disaster risk reduction emphasizes, “building back better” after crises is crucial to reduce
future vulnerability and protect communities. Hospitality businesses have the opportunity to
rebuild with stronger designs and support local recovery efforts, rather than simply restoring the
status quo.

Tourism Minister Edmund Bartlett of Jamaica, a co-founder of the GTRCMC, put it aptly:
“Resilience has been our trademark... we have learnt from experience that preparedness is key.
Preparation, not panic.”. Preparedness is truly the foundation of rapid recovery. With effective
planning, even a small tourism enterprise can weather a crisis and rebound faster, protecting jobs



and revenues. Without a plan, however, a business faces chaos and potential failure when
disaster strikes, “if you are not preparing for such incidents, you are preparing for failure,” as
Jamaica’s tourism Business Continuity guide warns. This manual, developed by the Global
Tourism Resilience & Crisis Management Centre (GTRCMC), is designed to help all tourism-
related businesses, hotels, guesthouses, tour operators, attractions, restaurants, transportation
services, and MSMEs, prepare for disasters, respond effectively, recover quickly, and build
lasting resilience. It provides practical steps, checklists, and best practices gathered from global
experiences in tourism crisis management and tailored for user-friendly application.

How to Use This Manual: The guide is organized chronologically around the disaster lifecycle,
before, during, and after a crisis, with an additional focus on long-term resilience building. Each
section offers actionable advice and checklists. Real examples from recent events (like Hurricane
Melissa) illustrate key points, and templates are referenced for planning documents (see
Appendices for sample forms and plans). While the focus is on natural disaster recovery (e.g.
hurricanes), many principles apply to other crises such as health epidemics or security incidents.
All types of tourism enterprises will find guidance here, you should adapt the recommendations
to your business’s size and context. The goal is to equip you with a complete toolkit to protect
your staff and guests, secure your assets, restore operations, and come back stronger after
adversity. The GTRCMC stands ready to support you in this journey towards greater resilience.

Let’s begin with preparedness = the steps you take now (before disaster hits) to ensure safety and
continuity in the future.

Before a Disaster: Preparedness and Planning

Disaster preparedness is the cornerstone of tourism resilience. The more you do in advance, the
faster and smoother your recovery will be. Preparedness involves assessing risks, reducing
vulnerabilities, and establishing plans and resources to handle emergencies. As industry experts
often say, “there’s no substitute for readiness”. In practical terms, this means creating a culture of
safety and preparedness within your organization long before any crisis looms. This section
outlines how to develop a robust disaster preparedness program for your tourism business.

Risk Assessment and Business Continuity Planning

Effective preparation starts with understanding what risks you face and how they could impact
your operations. Begin by conducting a Threat and Risk Assessment (TRA) for your business:

o Identify Hazards: List the types of disasters or crises that could realistically affect your
location or business model. Consider natural hazards (e.g. hurricanes, floods,
earthquakes, volcanoes), health crises (pandemics, disease outbreaks), technological
incidents (power grid failure, cyber-attack), and security threats. For each hazard,
research historical occurrences in your region and the likelihood of future events.

o Assess Potential Impacts: For each identified risk, analyze how it would disrupt your
critical operations. What could it do to your buildings, equipment, utilities, supply chain,
tourism arrivals, employee availability, and customer behavior? Identify the worst-case
impacts on your priority activities (the services or functions essential to your business).



For example, a Category 4 hurricane might result in roof damage, extended power
outage, road closures, and booking cancellations, essentially halting your hotel’s ability
to host guests.

e Business Impact Analysis: Quantify and prioritize these impacts. Which functions need
to be restored quickest to avoid catastrophic losses? For a tour operator, for instance, the
ability to communicate with clients and postpone or refund tours might be a top priority
after a disaster. Determine the maximum downtime each critical function can tolerate.

e Mitigation Needs: Evaluate what can be done now to mitigate each major risk. If a risk’s
potential impact is high, plan how to freat or reduce it. This could involve physical
measures (e.g. installing hurricane shutters to reduce wind damage, or backups for
power/data to mitigate outages) or operational measures (like diversifying markets to rely
less on one peak season, or cross-training staff to cover critical roles in an emergency).

Once you understand your risks and needs, develop a Business Continuity Plan (BCP) tailored to
your operations. This written plan will be your roadmap in any crisis, it should detail how you
will keep critical functions running or quickly resume them. Key components of a solid
continuity plan include: roles and responsibilities for crisis management, communication plans,
emergency procedures, backup arrangements, and recovery strategies for various scenarios. (We
will cover many of these elements throughout this manual.) The plan should also incorporate the
specific needs of your business type, for example, a hotel’s plan might include procedures to
safely evacuate or shelter guests, whereas a tour company’s plan might focus on rerouting trips
and accounting for all tourists in the field during a disaster.

Tip: Don’t do this alone. Involve key team members in the planning process and consider a
Crisis Management Team for your business. This is a small group (management and line staff)
assigned specific roles when an emergency strike (team leader, communications officer,
operations coordinator, etc.). Establishing a crisis team and assigning clear responsibilities in
advance ensures everyone knows what to do under pressure. Assign backups for each role as
well. Once your plan is drafted, review and test it regularly - for instance, run a tabletop exercise
or a drill to simulate a disaster scenario and practice your response. Plans should be living
documents: update your BCP at least annually or whenever there are major changes in your
business or lessons learned from drills/real events.

Training and Awareness

A plan on paper won’t help unless your people are prepared to execute it. Train your staff in
emergency procedures and create a culture of awareness:

o Staff Training: Conduct regular training sessions on emergency response skills. All
employees should know basic protocols like evacuation routes, assembly points, use of
fire extinguishers, and first aid. For example, some hotels in disaster-prone areas certify
their staff in first aid and conduct evacuation drills yearly. If your region is prone to
hurricanes, ensure staff know how to install protective window shutters, operate
generators, and secure outdoor objects. In areas with seismic risk, train staff on “drop,
cover, and hold” earthquake safety and how to shut off utilities. Training should be role-
specific where applicable, e.g., maintenance teams practice safely shutting down



equipment, kitchen staff learn food safety during power loss, tour guides learn emergency
signaling and guest accounting in the field, etc.

e Guest/Client Preparedness: Incorporate guest or client safety briefings into your
operations. As part of check-in or trip orientation, inform visitors of emergency
procedures in simple terms (like what to do if an alarm sounds, where to find muster
points, whom to contact for help). Before the arrival of a forecasted event (such as an
approaching storm), proactively brief all guests on the plan, e.g. the location of shelters,
timing of any service suspensions, and how updates will be communicated. One Jamaican
restaurateur, facing an imminent tropical storm, noted that his team was “ensuring all
guests are briefed on safety protocols” as they reinforced procedures. Clear information
can greatly reduce panic and confusion for visitors during a crisis.

o Stakeholder Coordination: Make sure everyone connected to your business is aware of
your emergency plans, this includes full-time and part-time staff, contractors, and even
key suppliers or partner agencies. Provide a summary of your disaster response plan to
critical partners. For instance, if you operate tours and rely on transportation providers,
coordinate evacuation and communication plans with them. Ensure that contact lists
(phone, email, WhatsApp) for all employees and partners are up-to-date and that you
have multiple ways to reach people (since one channel might fail during an event).

Creating a mindset that safety and preparedness are part of daily business will pay off.
Encourage employees to report potential hazards and suggest improvements to your emergency
procedures. You can even introduce fun ways to keep preparedness fresh, monthly quizzes,
incentive for teams that keep emergency kits updated, etc. The key is that when a disaster
warning comes, your entire team should already know their duties and the plan to protect
themselves and your guests. As tourism stakeholders emphasized while bracing for Hurricane
Melissa, preparedness must be taken seriously at every level: “there’s no substitute for
readiness.”

Securing People, Property, and Operations

Preparedness also means taking concrete steps to reduce potential damage before a disaster
occurs. Think of this as fortifying your business’s people and assets, similar to strengthening the
foundations of a house before a storm. Here are important measures:

e Emergency Supplies and Equipment: Stock and maintain emergency supplies that
would be needed if you must shelter in place or support people during a crisis. At
minimum, have first aid kits, flashlights, batteries, portable radios, basic tools, and
adequate supplies of drinking water and non-perishable food to last at least 3 days for
your staff and any guests on-site. If you operate a hotel or large facility, consider a
backup generator for power outages and ensure you have fuel safely stored. Keep fire
extinguishers, smoke detectors, and alarms in working order. Tourism businesses in
hurricane zones often prepare “storm kits” in advance of the season, including things like
tarps, ropes, plywood for boarding windows, sandbags for flood-prone doorways, etc.
Having these on hand can significantly reduce damage when a storm is forecast.

o Structural Mitigation: Protect your physical property by addressing known
vulnerabilities. This might involve investing in infrastructure improvements such as



elevating electrical systems above flood level, reinforcing roofs and windows to
hurricane-resistant standards, securing or bracing outdoor fixtures, and trimming
overhanging tree branches that could fall. In the Caribbean, a Hurricane Procedures
Manual developed for hotels includes a full chapter on Structural Vulnerability and Loss-
Reduction Techniques, emphasizing that strengthening buildings before an event can
vastly reduce losses. Work with engineers or local disaster management officials to
implement appropriate retrofitting or safety upgrades for your facility. Even small
measures like anchoring propane tanks or moving critical records to a safer location can
make a difference.

Protecting Data and Records: In today’s digital age, operational resilience also means
safeguarding your data. Ensure you regularly back up important business records
(financial documents, booking databases, employee contacts, guest lists, etc.) and store
backups in a secure off-site or cloud location. That way, if your office computers are
destroyed or local servers fail, you can still access vital information to continue business
and process insurance claims. Also protect physical documents by using
waterproof/fireproof safes for things like insurance policies, property deeds, and
emergency cash reserves.

Safeguarding Employees and Guests: People are your most important asset. Encourage
your employees to have personal/family emergency plans as well. An employee who
knows their family is safe will be better able to help your business during recovery.
Provide staff with resources or trainings on household disaster preparedness (e.g.,
securing their home, having a family communication plan). For your guests, have clear
procedures to keep them safe: designate safe zones or shelters on your property (identify
the sturdiest interior rooms or an underground shelter if available), prepare evacuation
route maps and transportation if needed, and consider arrangements with other facilities if
you might need to relocate guests (for instance, a mutual aid agreement with another
hotel out of the danger zone). The safety of staff and visitors must always be the top
priority, as Mr. Bartlett said, “/ urge all our stakeholders... to ensure that safety remains
the top priority.”

Financial Preparedness and Insurance

Surviving a disaster isn’t just about physical safety, it’s also about financial resilience. A crisis
can lead to substantial costs (repairs, revenue loss during closure, etc.), and many tourism
MSMEs lack the financial cushion to absorb those shocks. To prepare financially:

Insurance Coverage: Review your insurance policies in detail. Ensure you have
adequate coverage for the types of disasters you’re at risk for, property insurance for
physical damage, business interruption insurance to cover lost income during downtime,
liability coverage in case guests are injured, and possibly special coverages (flood
insurance, storm surge, etc.) if standard policies exclude those. Do not assume you’re
covered for everything; many businesses find out after the fact that “72% of people do
not have the insurance coverage they thought they had.” Go over scenarios with your
insurer or broker: If a hurricane destroys my roof and I have to close for 2 months, what
will the policy pay? Make adjustments as needed to your coverage limits and deductibles



so you can realistically rebuild with minimal out-of-pocket ruin. Document and safely
store your policy numbers and insurer contacts as part of your emergency records.

e Emergency Funds and Credit: Set aside an emergency cash reserve if possible, or
arrange a line of credit that can be accessed immediately post-disaster. This is crucial for
covering urgent expenses (like buying supplies, paying staff or contractors for cleanup)
while you wait for insurance claims or government relief to come through. Even a small
fund can help tide you over. Consider keeping some cash in a safe, as ATMs and banks
may be offline after a major incident.

o Diversify and Secure Revenue Streams: Where possible, diversify your customer base
and services to reduce reliance on the most disaster-exposed income. For instance, if you
mainly serve international tourists arriving by air, you might develop some offerings for
domestic visitors or virtual experiences that could continue if flights are halted. While not
all businesses can diversify easily, thinking creatively about alternative revenue (perhaps
off-season events, online sales of local products, etc.) can provide a lifeline during
recovery. Additionally, explore business interruption insurance that specifically helps
with payroll, retaining skilled staff during a closure can make your restart much
smoother.

o Contracts and Policies: Review your booking cancellation and refund policies with a
disaster scenario in mind. Flexibility and clarity here are important, you may want to
have contract clauses for force majeure events, allowing rebooking or refunds without
heavy penalties to maintain goodwill. Know what compensation (if any) you are obliged
to provide to guests or clients if services are cancelled due to a disaster. It’s better to plan
this out in advance than to improvise under stress.

By addressing these areas, risk assessment, training, asset protection, and financial planning,
your business will be far more prepared to handle whatever comes. Preparedness might involve
upfront effort and expense, but it dramatically increases your odds of surviving a disaster with
minimal losses and bouncing back quickly. In summary, before any disaster strikes you should
have: a comprehensive crisis management plan, a trained team, a secure facility, and the
financial backup to carry you through the worst days. As one safety motto goes, “Plan for the
worst and train for it, so you can hope for the best.” With preparation in place, we now move to
what happens when that dreaded day arrives, the disaster itself.

During a Disaster: Emergency Response Protocols

When a disaster is imminent or actively unfolding, tourism businesses must shift into emergency
response mode. This phase is about protecting lives first and foremost, while taking initial
actions to safeguard property and maintain some continuity if possible. It’s a stressful time, but
having clear protocols (established in your preparedness plan) will guide you. Every disaster is
different, you might have hours or days of warning (as with a hurricane or volcano), or no
warning at all (as with earthquakes or sudden violent incidents). Use whatever lead time you
have to execute your pre-disaster checklists. This section covers what to do as a crisis hits or
immediately before it hits, focusing on safety, communication, and critical actions.

Immediate Pre-Disaster Actions (if warning is available)



Some crises, like hurricanes, tropical storms, or even some floods, come with advance warnings
ranging from a few hours to a few days. In these cases, early actions can save lives and property.
Here’s a checklist of steps to take in the final hours before impact, when time allows:

e Activate Your Emergency Team and Plan: Convene your crisis management team
(even if virtually) to confirm last-minute details. Assign someone to monitor official
updates (weather advisories, emergency services alerts) continuously and relay important
changes to everyone. Ensure all managers and department heads are on standby and
understand their roles as the situation evolves.

e Secure the Premises: Complete the physical preparations you’ve planned. Board up
windows, secure or move indoors any loose outdoor furniture, signage, or equipment that
could become flying debris. Relocate vehicles or important assets to safer ground (e.g.,
move tour vans to high ground in a flood scenario). Shut off utilities if advised, for
example, turn off gas lines before a hurricane to prevent leaks, or electricity if flooding is
likely. Facilities should be as locked down as possible. (Use your pre-storm checklist
here, many companies maintain a list of tasks like “tape X windows, lower satellite dish,
wrap servers in plastic, etc.” and tick these off as they’re done.)

o Evacuation vs. Shelter Decision: Follow local emergency management instructions on
whether to evacuate or shelter in place. If authorities call for evacuation of your area, do
so promptly, have transport arranged for your staff and any guests, and direct everyone to
the designated safe location. If you must evacuate guests, bring your guest register and a
way to contact them later. If sheltering on-site, move everyone to the safest area in the
building well before the storm arrives. Provide last-minute briefings: remind people of
safety rules (e.g., stay away from windows, keep calm, etc.). Ensure your emergency
supplies (water, food, first aid) are accessible in the shelter area.

e Communication Blast: Send out final communications to stakeholders. For example,
alert all employees not on shift about the status (closed/open, where to report or not
report), update your social media and website for customers with a brief status note (“We
are closed due to the impending hurricane; all guests have been relocated; updates to
follow after the storm.”). If you have guests with upcoming bookings in the next few
days, send them emails or messages about potential delays or cancellations. Clear,
proactive communication at this stage manages expectations and safety, as one attraction
operator noted, timely communication with patrons and staff is critical when a storm
approaches.

o Last-Minute Safety Checks: Do a quick sweep to ensure no one is left in vulnerable
areas (every guest room, restroom, back office should be empty if you’ve moved to
shelter). Check that all vital equipment is either protected or turned off/unplugged. If you
have time, take photos or a video walkthrough of the property just before the disaster, this
can be useful for insurance claims to document the pre-event condition. Then, ensure the
emergency team also moves to safety.

Remember: People’s safety outweighs any property concerns. Do not ask employees to stay in
harm’s way to watch over property, that’s what insurance is for. As a leader, model calm and
decisive behavior. Encourage everyone to stick to the plan and reassure your staff and guests that
you’ve prepared for this. Little gestures, like having spare phone battery packs so guests can
contact worried family, or games for children in a shelter, can ease stress in these final moments.



Ensuring Safety During the Event

While the disaster is occurring (the hours during a hurricane’s passage, the minutes of an
earthquake and its immediate aftermath, etc.), focus on survival and observation:

Ride Out the Storm Safely: If sheltered in place, keep everyone indoors and away from
hazards until officials say the danger has passed. During a hurricane, for example, there
may be a lull if the eye passes over, do not assume it’s over until you get the all-clear,
because winds can pick up again suddenly. In an earthquake, after the shaking stops, be
prepared for aftershocks; if the structure seems unsafe, carefully evacuate to an open area
when it’s feasible. In any scenario, follow your training: use flashlights if power is out
(no open flames if gas leaks are possible), conserve your supplies, and keep people as
comfortable as possible. Account for everyone you are sheltering, do periodic
headcounts.

Emergency Services Coordination: Only if it is safe to do so, and you have life-
threatening emergencies at your site, call emergency services (fire, medical) to request
help. Keep in mind they might not be able to respond until conditions improve, especially
in a widespread disaster. Use your radio to listen for emergency broadcasts. If you have
two-way radios and know the emergency channel for your area, you could communicate
with first responders or the local Emergency Operations Centre to relay critical needs. In
Jamaica, for instance, the Tourism Emergency Operations Centre was activated at a
major hotel to coordinate between the tourism ministry, emergency agencies, and
industry partners. Your business might not interface directly with such a centre during the
event, but you should stay informed of government directives (e.g., curfews, all-clear
announcements, etc.).

Protecting Assets (If Feasible): In some situations, you might take minimal actions to
reduce damage only if it does not jeopardize anyone’s safety. For example, if a leak starts
indoors during heavy rains, you could place buckets once it’s safe to move around, or if a
small fire breaks out due to electrical issues and you have a fire extinguisher at hand, use
it if you are trained. However, never take risky actions during the height of a disaster, no
one should be climbing on roofs in a storm or entering damaged buildings during
aftershocks. Those efforts can wait until it’s truly safe. The priority is to avoid injuries.
Remember that every employee and guest is an individual who may react differently
under stress, some might panic, others might want to venture out. Keep a calm,
authoritative tone and reiterate that staying put (or following the directed procedure) is
the best way to stay safe.

Real-Time Decision Making: Crises can throw unexpected curveballs. Maybe a
secondary issue arises (like an injury, or one wing of your building has more damage).
Use your best judgment and the principles from your training: first aid for injuries,
containment for any hazards if possible (e.g., shut a door on a small fire), and clear
communication. If you must relocate people in the middle of an event (say, move to a
different shelter location due to internal flooding), do it in an orderly way with everyone
assisting each other. It helps to designate a lead person to make decisions if the primary
manager is unavailable, that’s why you assigned backups in your crisis team.



Keep everyone’s morale as high as you can. Simple acts like sharing updates (“The worst of the
storm should pass in another hour” or “Aftershock, but building seems ok, everyone remain
calm”) help people cope. If you’ve prepared well, this phase, though scary, will be survivable.
As an industry, tourism has shown time and again that resilience and composed response during
crises can save lives. When the immediate threat subsides, you move into the next phase:
responding in the immediate aftermath. The moments right after a disaster are critical for setting
the stage for recovery. We’ll now look at the steps to take in the hours and days following the
event.

After the Disaster: Recovery Steps

In the wake of a disaster, tourism businesses must tackle the twin challenges of restoring
operations and helping their community recover, all while dealing with potential trauma and loss.
The first 24-72 hours post-disaster are often the most chaotic and demanding. It’s the period to
account for people, gauge damage, and start the cleanup and recovery process. Your actions here
can significantly shorten (or lengthen) the downtime of your business. This section provides a
roadmap for recovering from a disaster, from the immediate post-event tasks through the gradual
return to normalcy. Workers repair the roof of a resort in Montego Bay after Hurricane Melissa,
illustrating the immediate efforts tourism businesses make to recover their facilities. In the
immediate hours after the disaster, safety and damage assessment come first. Ensure all persons
on-site are safe and address any urgent medical needs. Then, systematically survey the damage to
your business. A hurricane recovery checklist used by Caribbean hotels suggests forming teams
to assess different areas: building structural damage, utilities (power, water, IT systems), and
inventory losses.Use a damage assessment form or checklist to record problems, this will be
valuable for insurance and for prioritizing repairs. As soon as possible, communicate with your
staff: have a means (like a staff WhatsApp group or phone tree) to check that all employees are
safe and to inform them of next steps (e.g., when and where to report, or if operations are
suspended). Many of your workers will be dealing with personal impacts, so be empathetic and
flexible.

Initial Damage Assessment and Cleanup
Once it’s safe to move around, carefully inspect your premises:

e Structural and Utility Check: Look for structural hazards, cracks in walls, collapsed
areas, broken glass, roof damage, etc. Do not let anyone re-enter severely damaged
buildings until they are inspected by professionals. Check if power lines are down or if
there are electrical fires (if so, keep power off). Smell for gas leaks; if detected, ventilate
area and keep sparks/flames away. Check that water lines are intact (or else shut off the
main valve). Document all damage with photos or video before you start cleaning up or
making temporary fixes. This evidence is important for insurance claims and disaster
relief assistance.

e Cleanup and Salvage: After documenting, begin basic cleanup to prevent further harm.
Mop up water to prevent mold, move debris that blocks exits or could cause injury, cover
broken windows or holes in the roof with tarps or plywood to keep weather out. Prioritize
functional recovery: for instance, clear your lobby or main area first if you hope to



welcome guests soon, or salvage critical equipment (computers, vehicles) before they
incur more damage. Deploy staff teams if available, and consider mutual aid, neighboring
businesses or community members might band together to help each other clear debris. In
disaster-affected regions, tourism businesses sometimes share resources; one hotel might
lend a generator to another, or tour companies might pool labor to clean up a damaged
attraction. These alliances can speed up recovery for all (GTRCMC and local tourism
bodies can facilitate connecting those in need with those who can help).

e Assess Operational Capacity: Determine what services you can still provide in the short
term. Do you have any undamaged guest rooms or facilities? Is your kitchen operable
with a generator? Or for a tour operator, are some routes still safe and vehicles intact?
This assessment helps you decide if you can partially reopen soon or need to fully close
for repairs. In Jamaica after Hurricane Melissa, some hotels in less-affected areas
remained open and even hosted aid workers, providing a revenue stream while helping
recovery. Be realistic, if your infrastructure is heavily hit, you might only be able to offer
limited services (or none) for a while. But if parts are intact, a phased reopening might be
possible.

e Coordinate with Authorities: Contact your local tourism ministry or emergency
management agency to report your status and get any critical information. Governments
often prioritize restoring tourist infrastructure to send a message that the destination is
resilient. They may offer help like clearance crews or emergency grants. Also, they need
data, by reporting your business impact, you contribute to a clearer picture of sector
damage. Follow any instructions about safety (boil water advisories, curfews, etc.) and
pass those on to your staff and guests.

As you perform these tasks, keep safety gear on, helmets, gloves, sturdy boots, and avoid having
staff do specialized work (like electrical fixes or heavy tree-cutting) unless they are trained. It’s
often worth hiring professional cleanup or repair services for hazardous tasks to avoid injury to
your team.

Staff and Guest Welfare

Your people make your business. Right after a disaster, supporting your staff and any guests is
both the humane thing to do and vital for recovery:

o Employee Support: Reach out to all employees as soon as possible (after immediate
safety check-ins) to understand their situation. Some may have lost homes or loved ones.
Be compassionate and consider adjustments: you might provide a few days off, organize
relief supplies for employees’ families, or arrange temporary housing if you have
undamaged rooms available. If you can afford it, offer advances on salary or an
emergency stipend, remember, many tourism workers depend on daily income and a
disaster disrupting tourism can leave them financially desperate. Also, clearly
communicate about the state of business operations: if you’re closing for a month, let
staff know so they can plan; if you need help with cleanup, ask who is available.
Employees will appreciate honest information. Whenever possible, involve them in the
recovery, people often find purpose and healing in helping rebuild their workplace and
community.
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e Guest Care: If you had tourists on-site during the disaster, or if any are still present
immediately after (sometimes guests might not be able to leave due to airport closures,
etc.), prioritize their basic needs. Ensure they have food, water, and a way to contact
family. If your facility is no longer habitable, help arrange alternative accommodations,
coordinate with other hotels or local authorities to shelter them. Tourism businesses
typically assist each other in crises; for example, after a hurricane, resorts in one part of
the island might take in guests from harder-hit resorts. Keep records of where each guest
goes for follow-up. If guests lost belongings in the event, try to provide toiletries,
chargers, or clothing through your networks. Assign a staff member as a liaison to any
guests, updating them on what you’re doing and how they can get home when transit
resumes. Compassion and hospitality are more important now than ever, the way you
treat guests in a crisis can make a lasting impression (potentially turning them into loyal
return visitors or at least mitigating negative fallout).

e Client Communications: For future bookings or clients who were not yet on site, send
out communications as soon as you can reasonably do so (within a day or two after the
event if possible). Use a reassuring and factual tone. Explain that an unexpected incident
occurred, specify if operations are temporarily suspended, and outline the options for
customers (refund, reschedule, etc.). If you have a list of upcoming arrivals for the next
week, proactively contact them, don’t wait for them to hear bad news from media and
cancel in panic. Even if you don’t yet know your full reopening timeline, acknowledge
that and promise to keep them updated. Maintaining open communication can preserve
customer trust.

Many tourism enterprises find that their staff and community become the heroes in recovery.
Highlight and thank the efforts of employees who go above and beyond, it boosts morale. Also,
be mindful of trauma; if possible, arrange counseling or support group meetings for staff after the
initial frenzy, especially if they experienced something harrowing (like a violent incident or a
major earthquake). Emotional recovery is part of the process.

Restoring Operations Step by Step

With the immediate aftermath stabilized and initial cleanup underway, the next goal is to get
your business up and running again as fully and as quickly as feasible. This will happen in
phases:

1. Critical Systems and Ultilities: Work on restoring electricity, water, and
communications at your facility. If the public grid is down, continue to use generators if
you have them, but arrange for refueling and maintenance. Check if internet and phone
lines are back, as those are essential for taking bookings or card payments. If not,
consider temporary solutions: e.g., use a cellular hotspot if mobile service is up, or even
set up a satellite phone if communications are badly hit. Keep your website and social
media updated using any connectivity available, even a single “We’re assessing damage
and will reopen soon” message is valuable for public perception.

2. Partial Reopening (if possible): You don’t need to wait for everything to be perfect to
restart some business operations. Determine if you can offer limited services. For
instance, if half of your hotel rooms are intact and safe, you might reopen those while

11



repairing others, perhaps initially to aid workers, emergency responders, or stranded
travelers (some revenue is better than none, and it demonstrates progress). Restaurants
could serve a simplified menu if supply is an issue. Tour operators might resume tours on
routes that have been cleared, while others remain suspended. Of course, ensure you meet
health and safety standards for any service you offer; don’t serve food if water is
contaminated, for example. Implement a phased roster for staff, bring back a core team
first, and others as activity expands.

3. Supply Chain and Vendors: Contact your suppliers to restart deliveries (food, linen,
fuel, etc.) and discuss any delays or issues they face. You may need to find temporary
new suppliers if usual ones are out of action. Also communicate with online travel
agencies or booking platforms you use: update your availability dates so you don’t get
bookings you can’t honor. If you had to cancel many reservations, work with those
partners to smoothly handle refunds or rebookings. The aim is to normalize your business
operations gradually, coordinating all moving parts.

4. Collaborate for Destination Recovery: Recognize that your business recovery is tied to
the destination’s recovery. If roads to your area are blocked or the local airport is closed,
you need those fixed before tourism fully resumes. Stay connected with industry
associations and tourism boards, Jamaica, for example, set a target to have the tourism
sector back to normal by a certain date with a task force overseeing it. By aligning with
these broader efforts, you can synchronize your reopening with marketing campaigns that
signal your destination is ready again. You might also share your status (open/partially
open) with the tourism board so they include it in public updates.

Travelers line up at the airport in the aftermath of the hurricane, as Jamaica works to reopen
tourism infrastructure and welcome visitors back. Getting tourists back through ports of entry is
a major milestone. In our example, Jamaican authorities managed to reopen all international
airports within a week after Hurricane Melissa, allowing stranded visitors to depart and new
visitors to arrive once conditions stabilized. Your business should be ready to scale up operations
as these gateways open and demand returns. This might mean accelerating hiring or training of
staff if some left post-disaster, or ramping up supply orders.

Throughout the recovery, continue transparent communication: let the public know when you
reopen and what has changed. A good practice is to post periodic updates on your website or
social media with photos of recovery progress, this shows resilience and reassures future guests
that things are under control. For example, share that “We 've completed repairs to our main
lobby and will start welcoming guests next week”. If you can tie into a positive news narrative
(like a “Tourism is rebounding” story in the press), do so, because perception of the destination’s
safety will influence how quickly visitors return.

Financial Recovery and Support
Recovering operations goes hand-in-hand with recovering financially from the disaster’s impact:
o Insurance Claims: Immediately start the process of filing insurance claims for any

damages covered. Most policies require prompt notification. Provide them with the
documentation you gathered (photos, inventories of losses, repair estimates). Be thorough
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in documenting business interruption losses as well, how many bookings or tour
departures you lost, etc., since the insurer might compensate some of that if you have
such coverage. Stay persistent and keep records of all communications with insurers.
Claims can take time; consider assigning one person (perhaps yourself or an admin) to
manage the paperwork, so it doesn’t fall through the cracks while you’re busy with
physical recovery.

Government Relief and Grants: Look out for any disaster relief programs offered by
government or international organizations for the tourism sector. After major crises,
governments often announce relief packages, for instance, tax relief, low-interest
recovery loans, wage subsidies to keep staff employed, or grants for small businesses. In
the Caribbean, agencies like the Ministry of Tourism or the national disaster office might
collaborate with bodies like the Tourism Enhancement Fund to offer recovery support.
Apply for what you qualify for; even a small grant to buy new equipment or a short-term
loan with favorable terms can be a lifeline. GTRCMC and global partners also sometimes
set up special recovery initiatives (for example, a Tourism Recovery Fund after a
widespread disaster), stay informed through industry networks.

Community and Crowdfunding: In some cases, customers and the public can become
allies in your recovery. If you have a loyal customer base (say, repeat guests or a
following on social media), consider sharing your story and needs. Some tourism
businesses have successfully raised funds via crowdfunding by appealing to past visitors
who love the place. This works best if you frame it as “help us rebuild so we can continue
serving you and employing our community”. Be sure to express gratitude and maybe
offer a future discount or recognition to those who help. It not only raises funds but also
keeps your supporters engaged and eager to return when you’re back up.

Cost Control: On the flip side, carefully manage your expenses during recovery. Delay
non-essential investments and focus spending on what gets you operational. You might
negotiate with landlords, lenders, or franchisors for a temporary break (many will allow
deferred rent or loan payments for a few months in disaster situations, but you must ask).
Also, keep track of all extra costs you incur due to the disaster; these may be tax-
deductible or reimbursable by insurance/aid later.

Financial recovery can feel like an uphill battle, especially if your revenue stream is slow to
return. But remember why you’re doing this: tourism is not only your business but also a pillar of
the wider economy. For example, prior to the hurricane, Jamaica’s tourism provided about 30%
of GDP (directly and indirectly) and 175,000 jobs. Getting your business back on track helps
restore those jobs and income for many beyond just you. It’s truly a collective effort.

Marketing and Reassurance

Finally, as you near full restoration, you’ll want to let the world know you are open again, and
safe. Post-disaster marketing should be handled delicately and honestly:

Update All Channels: Make sure to update your Google business listing, TripAdvisor
profile, booking sites, etc. to reflect that you are operational. Outdated info that says
“temporarily closed” will turn away customers, so once you reopen, get that fixed. Issue a
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statement or press release if possible, emphasizing that you have recovered and maybe
highlighting improvements or the resilience story.

o Safety Messaging: Tourists will naturally be concerned about visiting a recently
impacted area. Emphasize the safety measures and improvements implemented. For
example, “We have rebuilt stronger, our new seawall and drainage will better protect us
from future storms,” or “Our staff are fully trained in the latest health protocols.” This
shows you’re not just back, but better prepared. It might be worth obtaining any
certifications or inspections that provide external validation (like a safety inspection from
a government authority) and mention that.

o Promotions to Attract Visitors: To kick-start business, you might offer special
“reopening” promotions, discounts, added values, or flexible booking policies. In the
wake of Hurricane Melissa, some Jamaican hotels offered 25-50% discounts and
complimentary stays to encourage guests back and fill rooms. Such incentives can
stimulate demand at a time when travelers are hesitating. Partner with airlines or tour
operators if you can to create attractive packages.

o Leverage Positive Stories: If your staff or business participated in community recovery
(say, you provided meals to first responders or your tour drivers helped deliver relief
supplies), share those stories in your marketing. Modern travelers appreciate destinations
that show solidarity and resilience, it can actually boost your image. However, do so
respectfully (it’s not about boasting, but about demonstrating the spirit of your company
and community). Consider a heartfelt note on your website thanking everyone who
supported the recovery and inviting visitors to be part of the renewal of the destination.

In summary, the aftermath of a disaster is a time of intensive effort, but also an opportunity to
rebuild smarter and stronger. By taking care of your people, systematically restoring operations,
securing financial aid, and transparently communicating your revival, you set the stage not just
for recovery, but for an improved future. Many tourism businesses emerge from disasters with a
deeper understanding of their resilience and a closer-knit team. In the next section, we focus on
exactly that: how to carry the lessons from this experience into building long-term resilience for
your business.

Building Long-Term Resilience

Recovery is not the end of the journey, in fact, it’s the start of a new chapter where resilience
must be ingrained into your tourism business for the long haul. Disasters like Hurricane Melissa
serve as wake-up calls that lead to changes in how we build, operate, and collaborate. Long-term
resilience means that the next time a crisis comes, you’re even more ready and able to bounce
back (or perhaps avoid certain crises altogether through mitigation). This section highlights how
to institutionalize resilience in your business practices, so that each experience makes you
stronger. As the saying goes, “Never let a crisis go to waste”, use it to improve.

Learning from Experience
Surviving a disaster provides invaluable lessons. Conduct a post-mortem analysis after you’ve

weathered the crisis (and once the immediate chaos has settled). Gather your team, especially
those involved in the response, and discuss openly: What went well? What went wrong or not as
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expected? What unforeseen problems arose and how did you handle them? For example, maybe
you discovered that your backup generator wasn’t powerful enough to run the water pumps, or
that communication broke down because not all staff were on the emergency WhatsApp group.
Write these findings down and incorporate them into an updated emergency plan. This
continuous improvement cycle ensures mistakes are not repeated. It’s exactly what the
GTRCMC encourages through its research, turning each crisis into data that informs better
practices globally. In fact, many tourism entities and governments now track and analyze
recovery metrics (Jamaica’s GTRCMC even has a Hurricane Recovery Tracker Portal) to
improve strategies. Within your own business, create a simple “After Action Report” that
summarizes the event, impacts, response actions, and recommendations. Keep it on file and
revisit it when you conduct future trainings or drills.

Updating Plans and Training Regularly

Resilience is a continuous process, not a one-time effort. Regularly update your disaster plans, at
least once a year or whenever there’s a significant change (new building, new type of risk
emerges, etc.). Also, incorporate the lessons learned as mentioned. Ensure that new employees
are inducted into your emergency procedures, and existing staff get refresher training. The more
practiced everyone is, the more second-nature the response will be. Some companies schedule
annual drills during the low season to test their readiness for events like fires or hurricanes.
These drills can reveal gaps (maybe a siren wasn’t heard in one corner, or people forgot
procedures) that you can then fix. Remember the components of crisis management planning we
cited earlier, it called for periodic training exercises and continual refinement of the plan. Make
that a part of your business calendar.

Moreover, stay informed about new best practices. The field of disaster management evolves, for
example, novel technologies like artificial intelligence are being used to improve hurricane
predictions and crisis communications. The GTRCMC and other organizations offer courses and
certifications in tourism crisis management; consider having yourself or key staff attend these.
Resilience training can also be a professional development incentive for employees (it not only
helps your business but also builds their personal skills).

Building Back Better

When rebuilding or making long-term investments post-disaster, embrace the principle of “Build
Back Better”. This means not just restoring what was, but improving it to withstand future crises.
If a flood damaged your ground-floor facilities, rebuild with higher floors or water-resistant
materials. If high winds tore off roofs, rebuild with wind-resistant designs and materials this
time. Think about sustainability too, often, what makes a facility more sustainable (energy
backup, water storage, stronger structures) also makes it more resilient to disasters. In small
island states, there are initiatives to rebuild tourism infrastructure in safer areas or with green
technology that is less prone to failure. Sometimes it’s simple: elevate that beach bar on stilts, or
put your backup generators on the second floor instead of the basement. These investments can
pay off massively when the next storm comes. Hospitality businesses that “build back better” not
only protect themselves but can also serve as safe havens for the community in emergencies.
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Additionally, consider diversification as part of building back better. If you were heavily
dependent on one market segment that vanished during crisis (like cruise ship tourists or a single
big corporate contract), think about diversifying your customer mix or services offered.
Resilience in business often mirrors ecological resilience, diversity can buffer shocks. For
example, a hotel that caters to both international tourists and local events might fare better; if the
airport is closed, locals can still drive in for a weekend staycation or a conference once recovery
starts.

Community and Sector Collaboration

A single business’s resilience is intertwined with the resilience of the whole destination and
community. Strengthen your networks:

e Join or become active in tourism associations, local chambers of commerce, or
emergency response networks. The Jamaica Hotel & Tourist Association (JHTA) or
similar bodies often coordinate training and lobbying for resources in times of crisis.
Through such groups, you can share knowledge and advocate for stronger public
infrastructure (e.g., better sea defenses or emergency services in tourist areas).

o Build relationships with local emergency management officials (like ODPEM in
Jamaica). Offer your business’s resources in community contingency plans, for instance,
maybe your tour company’s buses can be used to evacuate residents if needed, or your
hotel’s conference hall could be a temporary shelter. In return, you’ll likely get priority
information and support during crises. The public-private partnership approach is highly
encouraged by global resilience experts. It’s a win-win: your assets and expertise help the
community, and the community’s improved disaster response helps your business
survive.

o Explore partnerships with NGOs or international bodies focusing on resilience. There are
programs (like USAID or UN initiatives) that fund training or retrofitting for small
businesses to become more resilient. The Asia Pacific Alliance for Disaster Management,
for example, created resilience guides for tourism MSMEs and encourages companies to
incorporate DRR (disaster risk reduction) into their operations. The GTRCMC itself was
founded to facilitate such knowledge exchange and support systems.

By being an active participant in the wider resilience efforts, you help create a culture of
preparedness that extends beyond your doorstep. This can also enhance your brand, travelers
increasingly respect businesses that are socially responsible and caring towards their community.

Leveraging Technology and Innovation

Resilience is also about adaptation and innovation. Consider integrating new technologies that
can help in future crises:

o Early Warning Systems: Ensure you have reliable means to receive alerts (SMS
warning services, weather apps, radio scanners). There are tourism-specific alert services
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in some countries. For instance, some resorts install lightning detection or use advanced
weather monitoring so they can act quickly.

e Crisis Communication Tools: Use mass messaging apps or systems to reach all
customers or employees at once. Some businesses adopt emergency notification software
which can send an SMS blast to everyone on their list with one click. Even a well-
maintained email newsletter list can be repurposed for crisis updates to past and future
guests.

o Data Analytics: If you want to go a step further, analyze data on how disasters impact
your business (ask: which months are riskier, how booking patterns changed after an
event, etc.). Over time this might inform decisions like adjusting your financial strategy
or seasonal staffing. Larger tourism companies may use big data to predict and plan for
disruptions. While a small business might not have big data, even keeping simple stats
(like tracking cancellations and revenues around disaster times) can yield insights.

o Sustainable Practices: Implementing sustainable operations (renewable energy, water
recycling, etc.) often increases resilience. Solar panels with battery storage, for example,
kept some hotels powered through grid blackouts after hurricanes. Rainwater harvesting
can provide emergency water if mains are cut. So investing in eco-friendly infrastructure
can double as emergency infrastructure.

e Remote and Flexible Work: One lesson from recent crises (like pandemics) is to have
the ability for certain roles to work remotely if needed. Keeping your reservation systems
or accounting cloud-based means staff could potentially work from home or another
location if your office is inaccessible. This kind of flexibility can help maintain continuity
in various scenarios.

Continuous Improvement Mindset

Finally, instill a mindset in your organization that resilience is a journey, not a destination.
Celebrate your recovery milestones, but never become complacent. Regularly ask “What if?”” and
play devil’s advocate with your preparations. Encourage employees at all levels to propose ideas
for improving safety and response. Perhaps institute brief “resilience meetings” quarterly to
review any new risks or to go over a segment of your plan. Keep an eye on global news, if a
similar business across the world faced a disaster, what can you learn from their experience? One
great resource for ongoing learning is to tap into global knowledge platforms. The GTRCMC, for
instance, publishes case studies and hosts conferences on tourism resilience (Feb 17 has even
been designated Global Tourism Resilience Day). In such forums, you can learn about
innovative practices being adopted elsewhere, such as hotels in flood-prone Asian cities using
floating furniture, or earthquake-prone regions enforcing stricter building codes for resorts.
Adopting applicable ideas can put you ahead of the curve.

In conclusion, a resilient tourism business is one that adapts, endures, and evolves with each
challenge. By taking to heart the lessons from disasters and investing in preparedness every year,

you not only protect your enterprise but also contribute to a more sustainable and dependable
tourism sector for your destination.

Conclusion and Next Steps
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Operating a tourism business in today’s world means embracing resilience as part of your core
mission. Disasters will happen, whether climate-related like hurricanes, geological like
earthquakes, health-related like pandemics, or even socio-political crises. While we hope none
strike our enterprise, hope is not a strategy. Preparation, response, recovery, and adaptation form
the cycle that will carry your business through adversity. As we’ve detailed in this manual, there
are concrete actions you can take at every stage of that cycle. To recap the essentials: Prepare by
planning, training your people, and fortifying resources before trouble arises. When crisis hits,
prioritize safety and communication, using your rehearsed protocols to manage the emergency.
In the aftermath, move quickly to assess damage, support your team, and restore operations,
leveraging insurance and aid to cushion the blow. And for the long term, learn and improve,
build back better, integrate new resilience measures, and collaborate with your community and
industry for a stronger collective defense against future disasters.

It bears repeating that tourism’s resilience is humanity’s resilience. This sector connects people
across the globe and supports countless livelihoods. Your commitment to disaster preparedness
and recovery doesn’t just safeguard your own bottom line, it helps secure the well-being of
employees, preserves the heritage and economy of your locale, and ensures travelers can
continue to enjoy the experiences you offer. As one PreventionWeb insight noted, tourism
companies on the front lines of emergencies are “essential to economic recovery”, and by using
their resources and skills wisely, they can catalyze a faster recovery and foster greater resilience.

Moving forward, we encourage you to take the following next steps:

1. Develop/Update Your Plan: If you don’t have a written disaster preparedness and
business continuity plan, start now, use the templates and checklists provided (see
Appendix for a sample BCP outline and emergency contact list template). If you have a
plan, revisit it within the next month to incorporate any new insights from this manual.

2. Train Your Team: Schedule a training or drill in the next 3 months. Even a half-day
workshop on emergency roles or a fire evacuation drill can make a big difference. Build
enthusiasm by framing it as empowering staff to be confident in any situation.

3. Audit Your Readiness: Do a quick audit of your current state. Is your insurance up to
date? Do you have basic emergency supplies? Is critical data backed up off-site? Address
any glaring gaps as soon as possible (create a to-do list with owners and deadlines).

4. Connect and Communicate: Reach out to local disaster management agencies or
tourism associations to get plugged into broader plans. Update your stakeholders that you
are enhancing resilience, it sends a positive signal. For instance, informing your
upcoming guests, “Our hotel has just installed a new hurricane-rated roof and staff
underwent emergency response training,” can boost their confidence in booking with
you.

5. Stay Inspired: Finally, keep learning about resilience. Success stories abound, from
small bed-and-breakfasts that reopened weeks after a flood due to good planning, to tour
companies that diversified offerings to survive a travel shutdown. These can inspire and
give practical ideas. The GTRCMC, as well as the Resilient Tourism guides for
MSMEs,are excellent resources to consult for ongoing guidance and inspiration.
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The Global Tourism Resilience & Crisis Management Centre is committed to supporting tourism
entities like yours in these efforts. We encourage you to share your experiences with us and with
your peers, every time a business survives a disaster and comes back stronger, it adds to the
collective knowledge on how to tackle the next challenge. Together, through preparation,
cooperation and determination, we can ensure that tourism not only recovers from disasters but
also continues to thrive sustainably in spite of them.

Resilience is a journey. Thank you for taking the steps to travel that journey with us, and for
doing your part in building a safer, stronger tourism sector for all.

Stay safe, stay prepared, and remember: Preparation, not panic, is the foundation of resilience
and recovery.

employee of GTRCMC, Jamaica (on behalf of the GTRCMC)

19



