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On March 20, 2020, Kim Douglas, Director of Rooms at the Everglade Hotel (hereafter, the 
Hotel) in Victoria, British Columbia (BC), checked his news feed again. All accommodations 
throughout BC faced pandemic related cancellations and closures and tourism operators were 
concerned (see Exhibit 1). Iconic ski resorts like Whistler Blackcomb Resort, which typically 
attracted two million visitors per year, had also announced a closure of the ski area and lodging 
facilities.  It was becoming increasingly clear that all BC hotel and tourism operators would be 
affected by the pandemic. Layoffs and further department closures were imminent, and it was 
time to make further plans for a closure for the Hotel. 
 
Douglas had worked at the Hotel, a beautiful harbor-side property in tourist-friendly Victoria – 
for nearly six years. Today, on March 20 the steady stream of bad news had everyone on edge. 
Most guests had checked out early the previous week, and individual guests and groups had 
cancelled their reservations over the past several days. With the steady stream of news about 
the pandemic, the Hotel had quickly created a plan to accommodate guests who could be 
infected by COVID-19, and on March 13 had developed safety operating procedures. The 
general manager and the Hotel’s management and staff looked to Douglas to be a key partner 
to get the next steps right. Douglas considered the support provided by PreparedBC, British 
Columbia’s emergency preparedness education program. Douglas realized that although 
PreparedBC had encouraged the development of emergency plans for fires, earthquakes, a 
tsunami, and other scenarios, neither the province nor the Hotel had an emergency plan to 
guide the Hotel’s response to a pandemic (see Exhibit 5). 
 

A New Virus 

COVID-19 had first caught Douglas’ attention in early February 2020 with the alarming news of 
the spread of the new Coronavirus in Wuhan, China.  This new virus had been in the headlines 
of every news outlet as it spread from China to other countries. In the previous weeks and days, 
the news had developed at a rapid pace. On March 14, the Federal Government had directed 
Canadians to avoid travel outside the country and directed Canadians abroad to return 
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immediately. The Federal Government had taken these actions because of an alarming rise of 
COVID-19 cases in Canada and elsewhere. Douglas thought about the chronology and marveled 
at the speed of this global crisis.  Canada’s first COVID-19 case had been reported in late 
January and the first case in BC on January 28. The first reported COVID-related death in BC was 
on March 9, and by March 11 the World Health Organization (WHO) had declared COVID-19 a 
pandemic (see Exhibit 3). The news was changing rapidly, and internally at the Hotel, there was 
a shift in atmosphere that was unmistakable. With cancellations and the pandemic news 
everywhere, the team was uneasy with the gloomy scenario that was rapidly unfolding. 

From Shanghai to the Everglade Hotel 

Growing up in BC, Douglas had always known he wanted a career in hotels.  To achieve his goal, 
he had studied hotel administration at Cornell University, an internationally recognized premier 
hotel school, graduating with a Bachelor of Applied Science (BASc) in 2005. Shortly after 
graduation he began his hotel management career in Shenzhen China, at the Futian Shangri-La 
Hotel as Executive Assistant Manager for Rooms. At the Futian Shangri-La Hotel he was 
promoted six times over six years.  In 2012 he transferred to Shanghai, to work as Executive 
Assistant Manager for Rooms at the Pudong Shangri-La.  During his tenure in China at the 
Pudong Shangri-La Douglas had faced a similar epidemic situation with SARS in 2003. In 2014, 
ready for a change he returned to Canada to take the Director of Rooms position at the hotel.  

Role of Director of Rooms 

In his capacity as Director of Rooms, Douglas was responsible for all the departments in the 
rooms division which included front office, housekeeping, and maintenance (see Exhibit 3). 
Some of his key responsibilities were budgeting, forecasting, developing managers and 
employees and guest service, while maximizing room revenue and productivity.  Douglas was 
also a key member of the strategic leadership team in the hotel. The director of rooms position 
reflected a second in command position at the hotel.  This was not reflected in the 
organizational chart (see Exhibit 3) however it was understood. The general manager at the 
Hotel also had the responsibility as managing director for a second business owned by the 
Trust. Given the pandemic emergency and Douglas’ expertise, the general manager had asked 
Douglas to be very involved in the pandemic response for the Hotel, and to report to him 
regularly. 
 
The Everglade Hotel 

The Hotel was founded by John and Jennie Anderson in the 1970s.  Located by the ocean in 
Victoria’s Inner Harbor, the Hotel had 74 luxury suites and 142 rooms.  Until their deaths (John 
in 2001, and Jennie in 2006), the Andersons had lived on the property and had remained very 
involved with day-to-day management.  Before her death in 2006, Jennie Anderson established 
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a trust to ensure that the hotel would remain intact under independent ownership as a social 
enterprise. A Trust specified that all hotel profits were to be reinvested in the property.  

The Hotel was governed by a Board of Directors. In 2020, the Board consisted of two internal 
directors, the general manager and director of finance and three external directors. The Hotel 
employed 112 full-time employees and 45 part-time or seasonal employees. As an independent 
property all the departments required for the Hotel’s operations were on site (see Exhibit 3). 
The departments were divided into six main areas: accounting, food & beverage, human 
resources, reservations, rooms division, and sales (see Exhibit 3).  The Hotel had four core hotel 
values: excellence, curiosity, respect, and stewardship. The four values were discussed 
frequently in all areas of the business, and these values supported decision making and 
interpersonal communication. These values also represented an appreciation of the significance 
of a team approach.  Douglas believed that the hotel values and team approach were a key part 
of their success.  This success had also been recognized externally through several 
accomplishments and awards.  The Hotel was one of the first carbon neutral hotels in British 
Columbia (2008) and was recognized as a leader in sustainable business practices.  The Hotel 
also had a Five Green Keys certification (see Exhibit 4) awarded in 2015, Ecostar Awards (2015 
& 2016), and an Employer of the Year Award (2017).  
 

Renovations in 2018 and 2019 

 

In 2017 the Board approved an ambitious renovation plan to refurbish the Hotel’s public areas 
and grounds. The years 2018 and 2019 brought some challenges as the renovations took place. 
The year 2019 had been a year of continuous renovations and several delays.  From experience, 
Douglas knew that renovations in hotels were never easy, and often led to guest complaints 
about noise, cleanliness issues, and service impairment. To accommodate the renovations the 
front desk had moved to a temporary location in a corridor and the meeting spaces had been 
reduced to make space for the construction. In early February 2020, after working in temporary 
spaces for a year longer than expected, the Hotel team had been finally able to see the end of 
the renovations of the public areas, and they had eagerly prepared for a grand reopening. At 
the beginning of March 2020, 50 events were scheduled for the Hotel and the summer season 
was set up to have high occupancy with multiple events and weddings.  With the construction 
completed, 2020 had been set to be best year so far for the hotel.  The pandemic uncertainty 
had changed these expectations and Douglas was anxious to start planning for possible 
cancelations or postponements of events and room blocks.  This and other pressing decisions 
were developing at a rapid pace. 
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The Tourism Industry 

 

Victoria was a city where tourism had thrived before the pandemic.  At Victoria International 
Airport arrivals had reached 2 million per year.   Located in a beautiful, protected harbor, in the 
heart of Victoria the Hotel was a landmark site.  Between 2015 and 2019 (Destination Greater 
Victoria, 2020) the average accommodation occupancy rate in Victoria was 73.54%. 
 

Emergency Planning Preparation 

 

According to the BC provincial government's hazard map, the region had possibilities of 
earthquakes, tsunamis, severe weather, and wildfires (British Columbia, n.d.). The emergency 
plan (British Columbia, 2017) from PreparedBC, had not required tourism operators to account 
for pandemics in their preparations (see Exhibit 5). The Hotel had utilized this resource before 
to develop the emergency plans for earthquake and tsunami.  Douglas was acutely aware that 
the hotel had not developed any emergency plan for a pandemic as a possible threat. Douglas 
knew that he would have to use all his previous knowledge, leadership skills and planning 
expertise to help prepare a response to this imminent threat.   
 

Time to Close the Hotel 

 

Douglas was very concerned that his division and the Hotel at large was not prepared for this 
pandemic emergency. He did not have a play book for this local and global disaster event. There 
were so many unknowns and no end in sight. Douglas had handled other emergencies before 
during his career such as SARS in China, but nothing like this. On March 20 it was clear to 
Douglas that he had to formulate and then swiftly implement an emergency plan to ready the 
rooms division and other areas of the operation for the closure of the Hotel (see Exhibit 2).  He 
also wanted to build a contingency plan. The Hotel faced exceptional pandemic related risk.  He 
knew that his general manager, and his own direct reports would soon be looking to him for his 
operational leadership and agile response, and he wanted to get the next steps right.   
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Exhibit 1: Tourism Industry Association of BC: Letter to the Premier of BC 
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Exhibit 2: Timeline 
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Exhibit 3: Hotel Organizational Structure 
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Exhibit 4: Green Key Certification 
https://www.greenkey.global/ 
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Exhibit 5: PreparedBC Emergency Plan Template for Tourism Operators 
 

 
 
PreparedBC: Guide for Tourism Operators 
 


