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Resilienceis Not Redundancy

Operationa resilience in hospitality is frequently confused with having backup systems or excess staff capacity. True
resilience is the capacity of an operation to absorb disruption, adapt rapidly, and return to full performance without lasting
damage to guest experience or financial outcomes. It is built through systems, culture, and people devel opment, not through
inventory buffers or redundant headcount.

The COVID-19 pandemic provided the most comprehensive stress test of hospitality operational resilience in modern
history. A McKinsey analysis of 2,400 restaurant and hotel businesses published in 2022 found that operators who
recovered to pre-pandemic revenue within 18 months shared three characteristics. they had documented operating
procedures, cross-trained staff in multiple roles, and maintained relationships with alternative suppliers. These were not
technology investments. They were operational fundamentals.

Systems That Perform Under Pressure

A system performs under pressure when it has been designed for the pressure it will face. In a stadium context, this means
processes tested at 100 percent capacity with simultaneous peak demand across multiple outlets. At Allianz Stadium in
Sydney, the operational playbook for a sold-out NRL final runs to 180 pages and covers every service contingency from
POS failure to supplier delivery delays. The detail is not bureaucratic. It is the product of every previous failure the
operation has experienced.

Standard Operating Procedures (SOPs) are the foundation of consistent performance. The International Labour
Organisation's 2023 Hospitality Workforce Report found that operations with documented SOPs for all critical processes
achieved 34 percent lower guest complaint rates and 28 percent lower staff turnover than those relying on informal training
and tribal knowledge. The documentation investment pays dividendsin both quality and people retention.
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“ Operations with documented SOPs achieved 34% lower guest complaint rates
and 28% lower staff turnover.”

People asthe Resilience Factor

Systems are only as resilient as the people operating them. The hospitality industry faces a structural labour challenge that
has worsened since 2020. Australias National Skills Commission 2024 Hospitality Workforce Report identified
accommodation and food services as one of the five most skills-scarce sectors in the economy. Operators who invest in
genuine career development, competitive wages, and psychological safety outperform peers in retention by a factor of two
to three.

Four Seasons Hotels has built its operational reputation on a people-first model that predates the current talent crisis. The
company's "Golden Rule" philosophy, treating employees the way guests are treated, has consistently delivered Gallup
engagement scoresin the top decile for the hospitality sector. The 2023 J.D. Power North America Hotel Guest Satisfaction
Study ranked Four Seasons first in its category for the sixth consecutive year, a result directly attributable to staff
engagement and discretionary effort.

Supply Chain Resilience
Supply chain disruption since 2020 has forced operators to rebuild procurement strategies from single-supplier to
multi-source models. Compass Group now requires critical ingredient categories to have a minimum of two approved
suppliers, with preference for at least one local or regional source. This policy added approximately 1.5 percent to input
costs but reduced service disruption incidents by 67 percent in the 2023 financial year. The cost of resilience is measurable.
The cost of disruption is higher.
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