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Abstract 

Businesses in the hospitality sector play an important role in the New Zealand economy. As most businesses in this sector are of 
small size and subject to external disruptions, being resilient is crucial for their coping and survival during a time of crisis. This 
research aims to measure the resilience of hospitality businesses in the largest city Auckland. A triangulation approach was 
adopted, including a questionnaire survey and face-to-face interviews. It was found that the key resilience attributes for the 
studied businesses include: leadership and management, core competence of staff, market sensitivity, situational awareness and 
having preparedness plans. Resilience was viewed by these businesses as being able to stay viable and withstand the expected 
fluctuations such as low-demand seasons and unexpected financial issues. However, amongst the surveyed businesses, there is a 
lack of planning for unexpected events such as large scale disasters, an issue which needs to be brought forward along with the 
formulation of disaster risk reduction plans. 
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1. Introduction 

Organisational resilience has been defined as the ability to survive a crisis as well as thrive through effective 
planning and adaptive capability by developing innovative solutions [1, 2]. In the context of New Zealand, events 
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such as the 1998 Auckland Central Business District (CBD) power outage [3] and the more recent 2011 
Christchurch earthquakes [4] have brought the issue of business resilience to the forefront. Due to the unexpected 
nature of high impact disasters and the difficulty in quantitatively defining and measuring resilience, investment into 
developing resilience plans can be difficult to support. For businesses, the full impact of a disaster is often only 
appreciated in hindsight but a forward thinking approach needed to be applied to mitigate potential damages [5].  

Resilient Organisations (ResOrgs) is a Canterbury-based research and consulting group who offer resilience 
benchmarking tools in order to address its importance following the Christchurch earthquakes. By incorporating the 
ResOrgs’ business benchmarking tool, researchers in this study developed a questionnaire survey for assessing the 
level of resilience in Auckland businesses. Auckland, as the New Zealand’s largest city, contributes 36.6% of the 
country’s GDP [6]. Any major crisis that could incapacitate Auckland businesses would have ripple effects on a 
national scale.  

  In particular, small-to-medium enterprises (SMEs) in the Auckland’s hospitality sector were chosen due to the 
large number of businesses within the sector and their particular issues such as high staff turnover and fluctuating 
seasonal demands. SMEs are defined as businesses with less than twenty full time employees and make up 97% of 
all businesses within New Zealand, contributing 26% of the national GDP [7]. Within the hospitality sector, SMEs 
represent 92% of all establishments and employ 47% of all staff in the industry [8]. 

  Against this backdrop, this research aims to: 
• Investigate how businesses in hospitality sector understand the concept of resilience; 
• Identify the resilience indicators that are most relevant to SMEs in the hospitality sector; and  
• Explore the means of risk mitigation and business preparedness that will enhance their resilience 

 

2. Literature review 

A review of previous literature was undertaken in order to identify what attributes of a business were most 
important in building resilience. From studies on various businesses across different industries, common indicators 
were identified and summarised in Table 1. 

 
  Table 1. Summary of business resilience indicators 

Indicator Description 

Leadership & Management  Able to make critical decisions on how businesses should be operated 

Situational Awareness  Having knowledge of internal and external environments 

Network Robustness  Having an effective network of physical and social capitals 

Planning and Preparedness Having infrastructure to mitigate changes 

Adaptive Ability Having dynamic capacity to respond to changes 

Market Sensitivity Being tuned to market changes 

Innovation and Diversification Able to create additional revenue sources 

Access to External Resources Having access to additional aids from third parties. 

Ability to Leverage Knowledge and Information Being aware of and able to access available aids such as government 
funding 

Compliance & Regulations Operating the business in accordance to rules and regulations 

Reflective Business Model Self-monitoring performance for future decisions on business operation 

Core Competence of Staff Having core competent staff members  

 
 
  
Leadership within a business requires managers to be aware of the state of their organisation and be able to 

identify any weaknesses that may lead to significant issues. In comparison to larger and more established 
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companies, SMEs have less experience and capital for investing into resilience planning [9]. Coupled with low staff 
numbers, it results in the higher vulnerability meaning that those in managerial positions have greater responsibility 
in deciding the direction of the business. 

Furthermore, situational awareness plays an important role in the survival of an organisation. It was found that 
for instance, a large number of businesses in Christchurch following the 2010/11 Canterbury earthquakes were 
unaware of the term “organisational resilience” [9]. However, resilience is dependent on business owner’s 
perception and their understanding of how the state of the economy affects the sector [10]. As part of a forward 
looking approach, expecting the unexpected is a major key in resilience planning. Particularly for the hospitality 
sector, the “small size, low level of market diversification and higher than average failure rates” [11, p99] make the 
sector more vulnerable to major disasters which are not frequent enough to warrant the implementation of 
preparedness plans. 

Resilience involves both mitigating these effects but also adapting to changes by developing flexible and 
innovative solutions [2, p121]. The ability to quickly make changes to business operations can be the differentiating 
factor across those affected by a crisis. For the hospitality industry especially, having an adequate supply of goods 
and services is crucial for the business’s performance. Having a range of supply options for operations creates 
several pathways for revenue, preventing a total halt if supplies that are necessary for particular processes become 
extremely scarce. In addition to physical stock, social capital is also important and comprises of networks within the 
community, with the intention that strong community values have the potential to outweigh the consequences of 
disaster [11]. 

Market sensitivity depends on how the future of the economy is perceived as well as how commodity pricing 
affects the market [12]. Alongside economic factors, awareness of current trends is also necessary in order to 
maintain and develop customer base. These include sourcing local, environment-friendly and healthy products [13] 
in order to target niches and capture a larger market share. However, diversification may be more suited to larger 
businesses with a variety of offerings, as many hospitality businesses are purely focused on providing food and 
beverage. The ability to create opportunity through innovation presents a step beyond usual business continuity. It 
not only focuses on restoration of business-as-usual capacity but also adapts to thrive under different circumstances. 

It is crucial that SMEs also know where to obtain additional financial aid from external sources as they are likely 
to face cash flow issue in a disruptive crisis. Business interruption insurance can be a good option for SMEs as it 
covers the loss of gross profit caused by property damage to allow business-as-usual activity to resume. These 
resources are important in allowing businesses to quickly recover after a disaster. Following the 2010/11 Canterbury 
earthquakes, the NZ Government introduced the Earthquake Support Subsidy and Earthquake Job Loss Cover in an 
effort to reduce the strain on businesses. These plans gave businesses the opportunity to recover by providing a 
salary of $500 gross per week for each full time employee for up to six weeks [14]. Knowledge of these schemes 
provides a significant amount of aid in recovering after a disaster. Even during normal business times, being able to 
make use of information such as market trends or events that may affect sales can provide an advantage over 
competing businesses. 

Due to the nature of the hospitality sector, especially due to alcohol sales and hygiene standards, complying with 
local and national law is necessary for a business to function. For example, the Food Act was passed in 2014 with 
enforcement starting in March 2016. It introduced the implementation of Food Control Plans (FCPs) which required 
businesses to “identify, control, manage and eliminate or minimise hazards” [15, p62] in order to increase food 
safety. Businesses then had to pass new hygiene standards with the graded outcome in the public view. Thus, 
complying with law is not only necessary to operate but also affects public perception on the standard of the 
business. 

Being able to monitor progress allows business owners to make decisions for the future as well as keeping track 
of current progress and milestones. This provides a platform to identify and make changes when necessary. For 
SMEs, the low number of staff increases the importance of each member’s contributions to resilience. A culture that 
emphasises the importance of teamwork alongside individual performance creates a larger pool of knowledge that 
can help to alleviate pressures on individuals [16]. Therefore, staff that are capable and committed to their place of 
employment provide a direct contribution to the business’s resilience. 
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