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THE OPERATIONAL DISCIPLINE: WHOLE-HOTEL CONTINUITY VS. IT DISASTER RECOVERY
Disaster recovery restores servers and databases; business continuity sustains the living hotel operation. A hotel operates 24/7 with sleeping
guests on site. Operational interruption is therefore immediately a life-safety event, not just a financial pause. Emergency response, guest accounting,
and life safety live directly inside the continuity plan alongside front-desk operations, Property Management Systems (PMS), payment processing,
electronic door locks, HVAC & refrigeration, and food & beverage services.

THE ISO 22301 PLAN-DO-CHECK-ACT (PDCA) CONTINUOUS LIFECYCLE

PLAN  Context, Leadership, BIA & Target Setting

• Governance & Scope: General Manager sponsorship, operational duty
roster, crisis management team structure.
• Business Impact Analysis (BIA): Evaluates financial, operational, guest-
safety, and regulatory fallout over time across all property functions.
• RTO & RPO Bounds: Establishes maximum tolerable downtime (RTO) and
data loss thresholds (RPO) for all critical hotel systems.

DO  Strategy, Redundancy & Manual Workarounds

• Engineered Failovers: Dual cloud PMS connectivity, UPS & tested fuel
generators, segmented emergency circuits.
• Manual Fallbacks: Paper check-in registration decks, physical master
keycard overrides, offline payment floor limits.
• Operational Procedures: Life-safety coordination, crisis communications,
supplier contingency playbooks.

CHECK  Tabletop Exercises & Evacuation Drills

• Annual Tabletop: Multi-threat simulations (ransomware, coastal storm,
utility loss) with department heads.
• Life-Safety Drills: NFPA 101 and local jurisdictional fire/evacuation
rehearsals with active guest-accounting checks.
• Audit & Review: Gap analysis of actual failover times against engineered
RTO/RPO targets.

ACT  Corrective Actions & Plan Maintenance

• Post-Incident Review: Formal After-Action Reports (AAR) after any real
outage or major exercise.
• Mandatory Triggers: Plan updates following renovations, PMS cloud
migrations, or vendor turnovers.
• Continuous Loop: Management reviews update policies, closing the Plan-
Do-Check-Act loop.

LEADING THREATS TO HOTEL CONTINUITY: OPERATIONAL IMPACTS & CORE MITIGATIONS

Threat Category Operational & Financial Impact Core Mitigations (Published Framework)

Natural Disasters & Extreme
Weather
PHYSICAL RISK

Property damage, forced closure, evacuation, lost
occupancy. Insurers raising commercial premiums 20–50%
or withdrawing. Hurricane Milton closed ~25% of hotels in
affected Florida markets (JLL).

Resilient construction to flood/wind codes, flood barriers,
tested backup power, pre-arranged evacuation protocols,
parametric insurance coverage.

Cyberattacks & Guest-Data
Breaches
CYBER RISK

PMS/payment outages, theft of guest PII/cards, regulatory
investigations. Average hospitality breach cost reached
~$4.03M in 2025 (Verizon DBIR; ransomware in 44% of
breaches). MGM attack cost >$100M.

Multi-factor authentication (MFA), strict help-desk verification
protocols, network segmentation, immutable offline backups,
PCI DSS compliance, incident response plan.

Power & Utility Failure
INFRASTRUCTURE

Loss of HVAC, lighting, electronic locks, PMS, refrigeration;
immediate guest safety and comfort crisis; food spoilage
within hours.

Generators with tested fuel supply, uninterruptible power
supply (UPS) for critical systems, manual override procedures
for door locks and paper check-in.

Pandemics & Public Health
OPERATIONAL

Sudden demand collapse, occupancy crashes, workforce
illness, sustained operating-model restructuring.

Flexible staffing models, hygiene and isolation protocols,
scenario-based demand planning, cross-training, liquidity
reserves.

Supply-Chain Disruption
VENDOR RISK

Shortages of food, linens, amenities, and critical
HVAC/electrical spare parts; price volatility.

Diversified and local suppliers, safety stock of critical items,
vendor continuity clauses, alternate-sourcing playbooks.

Staffing & Labor Shortages
WORKFORCE

Inability to clean rooms, staff response, or maintain guest
service; recovery delays (65% of surveyed hotels report
staffing shortages per AHLA).

Cross-training across departments, retention incentives,
automation of low-value tasks, on-call/agency rosters,
documented emergency duty assignments.
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CRITICAL HOTEL SYSTEMS: BIA PROFILES & RECOVERY TARGETS

Hotel Function Operational Dependencies Target RTO / RPO Profile Mandatory Manual Workaround

Property Management
System (PMS)

Cloud/local server, local LAN, internet
uplink, front-desk terminals

RTO: Minutes to hours
RPO: Near-zero (no lost
reservations)

Paper guest registration cards, pre-printed
arrival/departure manifests stored offline at
shift start.

Payment Processing & POS Payment gateway, internet connection,
merchant acquiring link, POS units

RTO: Minutes to hours
RPO: Near-zero (no lost
transactions)

Standalone battery-powered cellular payment
terminals, pre-authorized offline transaction
floor limits.

Electronic Door Locks &
Access

Keycard encoders, server database, battery-
powered lock hardware, BMS

RTO: Immediate to <1 hour
RPO: N/A (credentials)

Physical master key sets secured in dual-
custody key safe; handheld battery lock
programmers.

Life-Safety & Fire Protection Main electrical grid, backup generator, fire
pumps, alarm panel, annunciators

RTO: Immediate (0 downtime)
RPO: Zero tolerance

Generator auto-transfer within 10s; dedicated
fire watch patrol team per NFPA 101 protocols.

F&B / Cold Storage Utility power, generator refrigeration
circuit, water supply

RTO: 4–6 hours (spoilage
threshold)
RPO: N/A (inventory)

Emergency generator connection to walk-in
freezers; pre-arranged refrigerated mobile
container contract.

Guest Communications PBX system, guest Wi-Fi, cellular DAS,
public address annunciator

RTO: <30 minutes
RPO: Real-time delivery

Megaphones/handheld radios for wardens;
runner network for floor-by-floor guest
notifications.

LIFE-SAFETY INTEGRATION: GUEST DUTY OF CARE (NFPA 101 STANDARD)

Non-Negotiable 24/7 Occupancy Standards

• Sleeping Occupant Duty: Guests are unfamiliar with building layouts and
asleep at night; emergency egress routes must be clear, lighted, and clearly
signed.
• Emergency Power: Generator must power egress lighting, exit signs, and
fire alarms for hours without utility power.
• Guest Special-Assistance Manifest: Front desk must maintain an updated,
offline list of mobility-impaired guests for emergency extraction.

Incident Command & Guest Accounting

• Assembly Areas: Pre-designated primary and secondary exterior assembly
zones equipped with first aid and water.
• Guest Accounting: Physical room-by-room check-off using offline
arrival/in-house registers.
• Emergency Services Liaison: Single designated contact to meet arriving
fire/EMS personnel with master keys and hazmat/occupancy manifests.

CYBER WEAK POINTS & ESG ASSET VALUE CONNECTIONS

Cyber Defense: The Help-Desk Weak Link

• Social Engineering / Vishing: The >$100M MGM Resorts breach began
with an attacker impersonating an employee on a call to the IT help desk.
Strict multi-party callback verification is mandatory.
• Vendor Single Points of Failure: The 2024 Otelier breach affected Marriott,
Hilton, and Hyatt (~500k accounts). Cloud vendor dependencies require strict
isolation.
• Network Segmentation: Isolate guest Wi-Fi, PMS databases, payment card
environments (PCI DSS), and smart-room IoT (thermostats, door controllers,
BMS).

ESG Resilience & Insurance Asset Value

• Commercial Insurance Underwriting: Insurers reward documented ISO
22301 BCP capability with favorable terms and lower deductibles, mitigating
20–50% coastal premium spikes.
• GRESB 2025 Framework: Institutional real estate benchmarks demand
documented climate resilience strategies and physical risk scenario analysis.
• Asset Protection: Resilient construction and tested recovery playbooks
protect physical plant, preserve guest goodwill, and maintain asset liquidity.
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