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Abstract 
 
Security and safety are important factors in hotels that can negatively affect the trust and safety of guests. 
The AlpenGold Hotel in Davos, being one of the hotels that hosts many important events, is likely to have 
more security issues. This study aimed to explore the effectiveness, challenges and limitations of the security 
and safety system of the AlpenGold Hotel in Davos. Using an inductive and deductive research approach 
using a case study design, data was collected through interviews with various staff members. The results of 
the study revealed that the most common causes were human carelessness, high density of people that were 
difficult to control and lack of surveillance in hidden areas, which affected the overall security of the area. 
Although the hotel's security measures were effective, there were still some remaining issues that limited the 
system.   
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 Chapter 1 Introduction  
 
1.1 Background information 

 
The issue of security and safety in the hotel is 
always an important topic that a hotel manager 
must always pay attention to. Some security issues 
such as theft lead to a decrease in customer 
confidence in the hotel, causing sales to drop. In 
addition, the problems of natural disasters and 
epidemics in recent years have seriously affected 
some hotels in terms of revenue. Hotels are a 
vulnerable place for threats, the number of people 
entering and staying in the hotels make it become 
a potential target for many attacks (Enz, 2009). 
The AlpenGold Hotel in Davos has been 
identified as an object of study for this research. 
There are several big problems with the hotel 
industry in this decade about terrorism which 
caused a lot of deaths and injuries. In 2003, the 
bomb in a car detonated at the Marriott Hotel 
lobby in Jakarta. At that time, 13 people were 
killed and another 100 people were wounded by 

the explosion. In 2005, terrorists attacked three 
hotels, Days Inn, Radisson SAS, Hayat Amman 
in Amman, the capital of Jordan (Henderson et 
al, 2010).  
A study conducted by Enz (2009) showed that 
safety and security depends on many factors. It 
not only depends on the hotel price segment but 
also on the location that hotels are located, 
number of rooms and hotel age. For example, 
most hotels located in urban, suburban and 
airports have higher safety and security than 
hotels located in interstate, resort and small 
metro. The older hotels always have lower safety 
and security.  
Beside terrorism challenges for the hotel industry, 
disastrous events are also unpredictable 
challenges. Hotel physical infrastructure like 
building, water source, power can be affected, 
which will put staff and guests in danger. The 
downgrade of the environment around the hotel 
(seashore, air, natural beauty,...) is also the reason 
that tourists do not prefer to pick up that place 
(Browna et al. 2017). For example, the Foot and 
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Mouth Disease outbreak in 2001 caused losses in 
the United Kingdom tourist industry around 3.3 
billion USD and 4.2 billion USD. For another 
nearest example, a study by Zhang (cited by Hao 
et al, 2020) showed that the profit of Jinjiang 
International hotel in China decreased 42.3% due 
to the Covid-19 pandemic in 2020.  
 
1.2 Rationale of the study  

 
There are many studies that have been done 
about the field of security and safety in hotels. 
According to Chan and Lam (2013) many studies 
about safety and security in hotels appeared in the 
1990s but none of them show the gap between 
hotel managers and hotel guests' awareness about 
the importance of the security and safety. Beside 
that, many researchers focus on specific factors 
about safety and security. Hotel security 
management needs to be concerned about the 
terrorism issues, provide understanding into risks 
and responses in a broader context (Henderson, 
et al., 2010). Safety and security management is 
not just strictly controlled but it also needs to be 
discreet although an obvious presence can be a 
deterrent (Singh, 2015). Although every hotel has 
their restaurants, we hardly found a section which 
talks about food safety in a safety and security 
research paper. Food safety is an emergency 
problem which is being recognized by many 
guests who enter hotels (Yiannas, 2009). Feickert 
et al, (2006) pointed out that there are many 
studies by numerous authors about the problem 
in hotels but these studies are “primarily 
anecdotal” and they do not provide solutions or 
needs. In order to fill this gap, the author’s 
research will refer to the research of Feickert et al 
(2006), Brown (2017) and Ha et al (2020) to 
provide a wide view and solutions for every issue 
about safety and security. The purpose of this 
paper is to synthesise research on security and 
safety issues in hotels. The results of the research 
will serve as a basis for solving security and safety 
issues as well as a prevention for others. In 
addition, the results of the study show that a more 
comprehensive view of security and safety issues 
in the hotel environment helps hoteliers to 
establish preventive methods, as well as make the 
right choice when unexpected events happen. 
This is also the foundation for future studies to 
update, improve and eliminate inappropriate 
methods later.  
 
1.3 Aim and objectives  

 
The aim of this research is to explore the 
effectiveness, challenges, and limitations of a 
hotel security & safety system: a case study of 
AlpenGold Hotel in Davos 
There are three objectives to address the aim:   
● To evaluate security & safety challenges 
of the hotel. 

● To discuss potential risk factors that 
may not be detected or addressed by the hotel's 
current safety and security systems. 
● To analyse the difference of common 
risk factors that the hotel faced and how the hotel 
security & safety system working on them. 
 
Chapter 2 Literature review  
 
2.1 A general definition of security and safety  
 
Safety in preventing workers, guests and property 
in hotels from injury or even death, in some cases 
maybe falls, cuts, burns, injury from the inside 
due to external force (Enz and Taylor, 2002). 
Another definition safety is defined as protection 
from unintentional accidents, while security is the 
prevention against intentional incidents. Security 
is  more complicated and more difficult to control 
(Albrechtsen, 2003). The responsibility of security 
in hotel managers role in the UK consist of IT 
safety, loss, fire awareness, insurance, and 
disciplinary action. There are particular safety and 
security issues in some hotels where guests need 
to be protected from particular open areas like  
pool, garage, spa. External resources such as local 
law enforcement and property insurance 
companies also contribute to the safety and 
security of hotel guests and staff (Hayes and 
Ninemeier, 2006). 
Pizam and Mansfeld (2006) assumed that tourists 
feel safer in the presence of law enforcement and 
argued that in unsupervised areas, most crimes 
against tourists are higher . The hotel has a duty 
to protect both guests and employees. Some 
hotels even not taking serious about the safety 
problem, 30% general managers hotel in US said 
that they did not do anything with security 
procedure and most of them thought their system 
is good enough (Enz and  Alisau, 2003). Hotel 
owners consider security similar to guest 
protection, Security Departments have 
responsibility in protecting guests and take action 
seriously as their main function (Newland, 1997). 
Security and safety in hotels are not something 
new but it is a long-developed concept that leads 
into the success of the hotel. Security and safety 
in the hotel industry is the protection of 
customers and its employees from dangerous and 
fatal factors (Groeneboom and Jones, 2003). 
Security is the way that controls and authorises 
people to enter from lobby doors and non-lobby 
doors (Ellis, 2005). Three typical security systems 
in hotels are motion detectors, electronic locking 
and CCTVs.  
Inventory and warehouse control must be 
working properly, reporting about loss and 
missing items as quickly as possible, cashing 
systems should be protected. A survey in 2004 
made by travel weekly research pointed out that 
53% of hotels in the US were vulnerable targets 
of many attacks. As today, many hotels have 



 
 

increased their budget for security system (Singh, 
2015) 
Those systems appear everywhere in our daily life, 
from normal places like school, bus stations to 
important places like airports, hospitals and 
hotels. The surveillance cameras can be bought 
and installed easily so getting CCTVs in hotels is 
not a big problem nowadays (Groenenboom and 
Jones, 2003).  
Safety is defined as protecting customers, 
employees and property from death, injury and 
damage (Enz and Taylor, 2002). Hotel owners 
nowadays have automatic systems to improve 
their hotels safety like smart locks, automatic fire 
sprinklers and smoke detectors (Okumus, 2005). 
Some common security factors in hotels include 
blackmail, theft, burglary, guest privacy invasion, 
kidnapping, drug dealings, and terrorism (Khadka 
and Nwokorie, 2014). The main reason that leads 
into those risk factors is poor security, which will 
affect hotel industry in the countries, destruction, 
loss of life, attacks, riots (Khadka 2014 ; Adebayo 
& Adebayo, 2015; Onugha et al., 2016)  
 
 2.2 Types of security and safety  
 
Hannam and Knox (2010) assumed hotels, 
resorts and other accommodation enterprises 
may face many types of threats like natural 
disaster, information leak due to competitors 
(external). Unqualified staff, low quality 
equipment and low educated customers can also 
lead to many problems (internal). It is worth 
considering because external and internal threats 
have a specific stand in customers' property loss 
experience. The law requires the hospitality 
industry to show reasonable concern by 
identifying the specific and unique threats that 
exist to property security (Hayes & Ninemeier, 
2006) 
Considering the security aspect of the discussion 
we can say that there are several aspects of 
security in the hotel (Chakravarti, 2011) 
According to research, security is divided into 
three different parts. The first part of security 
concern is the external security, which are items 
that protect outside like lighting system, fencing 
system, manning of service gates. External 
security is a prevention of threats that include 
many categories that originate from outside 
workplaces which exploit system vulnerabilities 
and are made by someone with no connection to 
the hotel. 
The second part of security concern is internal 
security. While external security keeps safety from 
outside, the internal security are fire safety system, 
lightning, safeguard and prevention of theft 
(Chakravarti, 2011). Internal security contains 
activities like surveillance immigration, cultural, 
religious or social influences from the country of 
the migrants or their offspring (Bigo, 2006). 
Internal security is a big theme which can cover 

all the threats to the lives, citizens or properties of 
that country. It could cover law, environment, 
economy or even energy. Internal security 
destabilises the boundary between external 
security and internal security (Bigo, 2006). 
The third part of security concern is the security 
of persons. Hotel owners must give their staff 
identity cards so guests recognize them and report 
accurately in some cases (Nwokorie, 2017, cited 
by Singh, 2015). Room design must have a wide 
view so customers can see clearly outside, doors 
with deadbolt locks and chains lock to protect 
customers from intruders. Housekeeping staff do 
not put keys in exposed areas, it may cause thieves 
to steal keys and break into customer’s rooms 
(Singh, 2015).  
Firstly, hotel owners must give safety and security 
guidelines in the room and at the front desk for 
customers to read and perform appropriately 
when they have unwanted situations. Secondly, all 
employees must have professional training 
programs from government regulation and 
Standard Operating Procedures (SOPs) to deal 
with various incidents. Thirdly, if employees have 
conflicts with working time and training schedule, 
hotel owners can organise their own security 
training so everyone could have training sessions. 
Finally, encouraging employees to participate in 
health and safety activities by rewards, that way 
will make them more excited so they will 
participate and learn efficiently (Ghazi, 2016).  
 
2.3 Other Safety and Security aspect 
 
2.3.1 Food Safety 
 
Food is an irreplaceable thing in human life but if 
we prepare food in wrong ways, it may still 
contain toxic substances, harmful  
microorganisms, which may cause illness or death 
(Purnomo, 2006). Food and water also borne 
illness and infectious disease by various factors 
like microbiological, and physical hazard 
(Schmidt, 1995, cited by Purnomo, 2006 p.1). 
According to Purnomo(2002), he described that 
Food Safety is the high frequency or 
concentration of the microbiological hazard in 
the food at the consumption time which reaches 
the proper level of protection of the health. He 
also found in his research that the best solution to 
improve food safety is to organise education and 
training courses for people who work with the 
Food and Beverage department. As long as 
people get to know about food safety, the risks of 
food poisoning cases will decrease.  
 
2.3.2 Information Security 
 
Cyber Security is a technology organisation 
including multiple actions, which is designed as a 
defender of Networks, data, system from stealing 
or unauthorised access (Kosustic, 2007, cited by 



 
 

Managwu 2017). Cavelty (2010) said that 
cybersecurity is the insecure of cyberspace and 
the solution to improve its security (cited by 
Managwu 2017). Ndikum Josue and Othniel 
Ambeli (2017) come up with some solutions to 
secure information. Firstly, employees do not give 
personal information like name, phone number, 
location,... through suspicious email or you will be 
the next target of their cyber attack. Secondly, you 
have to use encryption software which encrypts 
your information you send on the Internet. 
Thirdly, Managers in every department must use 
strong passwords for their information files and 
change passwords periodically. Every computer 
must have a strong firewall and antivirus 
software. These software must be up to date. 
Finally, employees working with computers do 
not open suspicious files, link or download 
programs without permission from superiors.  
 
2.4 Laxity in safety management leading to further risk 
factors 
 
Hotel business is a risky job because the main job 
is providing personal service which is direct with 
customers. Also, the job requires observing 
customer behaviour in order to give the correct 
method to control them like restricting or 
banning. The hotel is also an ideal place as it 
provides a private space where the door can be 
locked and also prevented from being controlled 
and monitored more than other places (Lester 
and Stack, 2015). If the location estimates for 
suicides, hotels account for 1.9% and in 2010, 196 
people ended their lives in hotels and motels 
(Park, 2014, cited by Lester and Stack, 2015). 
Researchers found that hotel frauds occur in 
every hotel, they leave the room unpaid and 
repeat the illegal behaviour with fake data 
(Koskela, 2016). Theft is a potential risk factor 
that affects guests' experience at a hotel. Thieves  
take advantage of the lack of safety and security 
control to perform illegal action, take walk-in 
thieves as example, they usually steal guest 
belongings in public areas in hotels (Gill et al., 
2002). 
Tourism destinations are usually a potential target 
of terrorism. Tourist clothing, behaviour or 
religious beliefs may trigger local beliefs and 
regions which can lead to violence (Koskela, 
2016). Two terrorism events happened in 
Mumbai hotels in 2008 and 2009 because the 
hotel is vulnerable to potential risk (Cebekhulu, 
2016). Burglaries are also a common type of crime 
in hotels, a research point out there are 30-40 
crimes happening in hotels in London and 
Florida everyday. Most of their target is foreign 
hotels where foreign tourists stay. The reason is 
foreign tourists usually bring a large amount of 
cash, jewellery and expensive electronic devices. 
More seriously, they may not report about the 
burglar because they do not want to get into 

trouble or they are not familiar with crime 
reporting procedures (Zhao, 2009). Another 
problem is related to the complex structures in 
the hotel water system that can change the 
temperature and accumulate biological 
components thereby creating conditions for the 
growth of pathogenic microorganisms (Leftwich 
et al., 2021). Legionnaires' disease has been 
reported to be found in some hotels in Greece, 
some studies have also been done on penetration 
through hotel water supply systems (Mouchtouri 
et al., 2007) 
 
Chapter 3: Methodology 
 
3.1 Research Design 
 
In order to explore the effectiveness, challenges, 
and limitations of a hotel security & safety system: 
a case study of AlpenGold Hotel in Davos, the 
researcher used interpretive as a paradigm and  
inductive approach along with a case study 
design. The research paper focused on data which 
was collected by interviews. 
Normally, inductive research begins with 
assumptions along with interpretive or theoretical 
frameworks to show the problems of the research 
in individuals or groups (Creswell, 2013). The 
main role of a researcher in inductive research is 
collecting the valuable identification of the 
individual, belief, assumptions and bigotry at the 
beginning of the research (Creswell, 2014). 
According to Cohen, Manion and Morrison 
(2018) the research should be made in real-world, 
reduce the intercept by research as least as 
possible, analysing data inductively with 
structures and findings drawn and inferred from 
the data during the study (Cohen et al., 2018). The 
right way to use inductive research is when we 
need to explore the problems or issues. 
Lapan et al, (2012) concluded that there are two 
dimensions of inductive research, the dimension 
focuses on undercovering participants' views 
called interpretive perspective and the second one 
which was built based on interpretive perspective 
and analysis the way power is inserted in the social 
environment. According to the normative 
counterpart of the interpretive paradigm, this 
kind of interpretive paradigm is characterised by 
a concern for the individual. Interpretivist and 
constructivist paradigms are drawn from 
inductive research, they seek answers for the 
research question more deeply than predict 
outcomes. (Denzin & Lincoln, 2011, cited by 
Tomaszewski et al., 2020). 
Case study research designs analyse a problem 
through a specific case or more within a confined 
system in a context. Categories of case study 
design differentiate by the case size such as one 
individual, several personal, a group or a big 
program (Creswell et al., 2007). The researcher 
chose case study design because it builds a 



 
 

detailed contextual understanding of the study 
based on various data resources, not just relying 
on separate stories in narrative research. Case 
study design can give researchers and other 
people a wide view of the study problem because 
it explores through a specific case or even more 
in a system (Yin, 2003). 
 
3.2 Sampling 
 
In inductive research, the usual way to gather data 
is using purposive sampling which identifies 
useful information and selects strategies for the 
related topic, researchers could identify the 
characteristic when they pursue new data by using 
sampling (Conlon et al., 2020). 
This study has used a snowball sampling 
technique. Snowball sampling is a popular 
method of non-probability sampling. It is suitable 
for the population of interest is hard to reach and 
compiling a list of the population (Etikan, 2015). 
Decisions are made by sampling in inductive 
research including individuals, setting, locations, 
contexts, events, times, experiences, incidents, 
social processes and activities to study 
(Onwuegbuzie and Leech, 2007). 
 
3.3 Data collection 
 
Data collection is an important part of the 
methodology chapter and the research paper, it is 
also an undivided part alongside an inductive 
approach. The data collected showed rich 
information of the research problem which was 
Security & Safety challenges and general solutions 
in hospitality with the AlpenGold Hotel in Davos 
as a case study.  
The data collection had been conducted face-to-
face interviews and online interviews as needed 
with the involved individual. The interview 
questions were structured questions and asked 
consistently to all participants. Shuy (2003 p.179) 
contends that, ‘face-to-face interaction compels 
more small talk, politeness routines, joking, 
nonverbal communication, and asides in which 
people can more fully express their humanity’. 
The authors focus on how data are collected from 
face-to-face interviews, focusing on interview 
design and sample selection, as well as the 
interview process itself (Willson and Miller, 
2014). 
A total of five structured questions interviews 
were conducted with three different employees, 
one supervisor and one manager. The participants 
for the sample included both male and female. 
Data collection period was around October to 
November 2024. 
 
3.4 Data analysis 
 
According to Thomas (2006), there are three 
purposes for the inductive analysis approach. 

● To condense rich and diverse raw text 
data into a concise, summarised format 
● To create a relation between research 
subject and the summary of raw data and make 
sure the relation is able to demonstrate to other 
people and also can be used to defend your thesis. 
● To expand models or theories of the 
structure of the experiences or development that 
is visible in the data. 
Morse (1994) assumed that all inductive analysis 
should have some specific approaches which 
contain comprehending, synthesising, theorising 
and recontextualising. The interviews with 
participants were audio recorded and transcribed 
verbatim. Following this, the coding of the 
transcription was undertaken. 
Initial Coding, also called open coding, is the 
coding technique used to compare all data 
together while staying close and concerned about 
what happens in the data (Charmaz, 2006). 
Theoretical Coding is the second coding 
technique that can be used in this research. 
According to Glaser (1978) the researchers who 
use Theoretical Coding have to investigate 
categories and codes which are made from data 
or hypotheses that build from theory. 
The author has chosen thematic analysis,a part in 
interpretive development where data is found 
methodically in order to describe precisely about 
the phenomenon (Smith and Firth, 2011). This 
study deployed a thematic analysis for the 
discussion of data output from the interviews 
(prior the coding of the narrative will be 
undertaken as mentioned earlier). 
For this study, the software programme 
ATLAS.ti was used to code and organise the data 
that has been collected during the interview. A 
qualitative data analysis software program that 
ensures systematic and methodical organization, 
coding, and retrieval of data.  
To summarise, the data analysis uses thematic 
analysis in order to balance remaining close to the 
participants’ lived experiences and encouraging 
theory-led interpretation. This ensures that the 
participants’ voices remain central while 
advancing academic knowledge of safety and 
security in the research setting. 
 
3.5 Ethical Issue 
 
Ethical issues in research were concerned as a 
result of many factors, most common factors are 
the trait of not thinking carefully about the action 
before acting or thinking that the matter is a truth 
without thinking about it (Cohen et al., 2018). To 
avoid that issue, the researcher informed all 
participants who were involved in the research 
about all questions which are related to the 
research purpose and signed in the consent form. 
The information about the participant in the 
participant form was kept confidential. The 
research study followed all relevant rules and 



 
 

regulations which were declared in the Participant 
Form. 
In Sampling Size, the ethical issues may appear 
due to the reason the sampling size undersize 
sample limits the researcher from achieving the 
objectives of the study, due to insufficient 
sampling units. The ethical issue was that the 
researcher fails to answer the research questions 
properly because the sample size was too small to 
be able to discover, infer, or interpret such 
answers but not because of a lack of answers 
(Butler, 2002 cited by Rana and Dilshad, 2021). In 
Data analysis, confidentiality issues regarding 
interviewee data require attention, especially 
during the data analysis and data reporting stages. 
 
Chapter 4. Findings 
 
4.1. Introduction 
 
Comprehensive security management is an 
indispensable and especially important factor to 
ensure the safety of guests, staff and assets, and it 
is also a factor that helps maintain the reputation 
of the hotel. The main factors were prioritising 
trust and comfort monitoring and checking 
physical security to network security will help 
prevent and limit unwanted incidents from 
occurring. 
The findings of this study highlight the 
complexity of security management and 
operations and its broad nature and scope. 
Through the analysis of interviews and 
assessments, the analysis of findings is divided 
into three main themes: The impact of unwanted 
human factors and negligent actions, Challenges 
in security management in high-risk events and 
Security Technology and Protocol Development. 
 
4.2. Theme 1: The impact of unwanted human factors and 
negligent actions 
 
One of the themes was the role and behavior of 
people in unintentionally creating situations that 
can cause safety and security problems. In a 
constantly changing environment, managing 
security in both the internal and external 
environments of a hotel requires a balance of 
vigilance and adaptability as changes occur. As 
the management of different stakeholders is 
complex, with multiple levels of importance and 
unpredictable human behavior, a more 
comprehensive approach is needed. 
Interviewees attributed the incidents to 
inattention and carelessness due to not checking 
and leading to safety risks. One respondent 
stated, “People are not aware of what they are 
doing and which result could happen.” This 
suggests that lack of awareness is a major cause of 
this error. Inadequate training and lack of 
observation of customer behavior can lead to 
poor judgment and actions by employees, such as 

serving alcoholic beverages or handing over car 
keys to customers who are intoxicated and unable 
to control their behavior. Failure to be alert to 
customers who exhibit unusual behavior, such as 
frequenting areas with few people around. 
Avoidable errors and mistakes in the operation of 
equipment or services remain a long-standing 
challenge in maintaining a safe and secure service 
environment in hotels. Incidents that arise due to 
lack of observation and inadequate training often 
lead to risks later on. For example, forgetting to 
turn off the stove or not checking carefully in 
unoccupied areas can create serious problems 
that pose a risk of material and human loss such 
as fire or unauthorized entry that can affect not 
only the guest experience but also cause damage 
to property or people if an unexpected incident 
occurs. 
 
4.3. Theme 2: Safety and security management in high-
risk events and its challenges 
 
The discussion of the second theme revealed that 
high-risk events such as international political 
conferences, music events and large-scale 
activities all pose security and safety challenges 
due to the large number of people entering and 
leaving the venue. This requires a balance 
between controlling risks while maintaining a 
comfortable environment for participants. 
During peak season or conferences of senior 
leaders, there is often a risk of high-risk issues 
occurring due to the nature of the event being 
high-risk. This problem is often difficult to 
control due to the crowded situation of guests 
coming and going continuously, leading to. As 
one employee put it, "Sometimes during the night 
shift, no one is around. If an intruder is sneaking 
off somewhere, none of the employees would 
know." This shows the importance of 
maintaining surveillance and its limitations. 
Annual international events such as the World 
Economic Forum (WEF) are considered to be the 
most important events and require more special 
protocols. Some examples include checking 
employee IDs and employee work items, separate 
check-in procedures, and restricting and 
personalizing entrances, as one employee said: 
“Some people go by the special way of the hotel 
like some specific staff way is reserved for them 
to use.” Increased security personnel to protect 
guests. In these high-risk events, challenges such 
as overcrowding and limited staff monitoring of 
threats are added. Interviews have identified 
examples such as the WEF, a time when leaders 
of countries, associations and large corporate 
chains stay, requiring special security protocols. 
The dining area for VIPs is also completely 
separate from the regular guest area, strictly 
protected and only qualified and experienced 
managers and staff are assigned to serve. At the 
same time, the movement area of high-ranking 



 
 

figures is also completely confidential, separated 
from the public's view. 
 
4.4. Theme 3: Security Technology and Protocol 
Development 
 
From the analysis of the findings, the third theme 
highlighted was the role of protocols and 
technology in maintaining and supporting people 
in managing security and safety. 
Interviewees reported that their workplaces are 
constantly updating their systems and protocols 
to address new and emerging threats. One 
respondent reported that each area they work in 
has a protocol for that area: “Protocol is every 
outlet, wherever we have a phone, we have a 
bomb threat form next to that.” This shows that 
devices and protocols are spread throughout the 
places they work. Additionally, when an incident 
occurs, such as an emergency call, a representative 
will come in, inspect the area, and take away that 
day's schedule so that it can be investigated and 
analyzed in more detail, one participant noted. 
According to the participants, they believe that 
upgrading and adding surveillance equipment 
such as CCTV systems, managing access by 
magnetic cards, fingerprints, and managing 
important resources by safes with each person's 
own password are factors that make them trust 
the security system. Drills, updated and 
conducted employee training such as telephone 
bomb threat protocol, fire drills and first aid are 
also valued by employees in their work 
environment. Management of unsupervised areas 
such as parking areas or low-traffic and 
uncontrolled exits is also a concern for 
employees. 
Cyber security is also an element that needs to be 
taken into consideration. According to Storchak 
(2022), Centara Hotels & Resorts has faced not 
only one but twice data breaching and 400 GB of 
data has been exfiltrated. Another case from 
Fairfield by Marriott was that guest personal 
information was stolen by an individual hotel 
employee and intended to sell it. 
To minimise threats to organisation’s data, 
business organisations can implement multiple 
methods for data protection. One of the common 
methods is to reduce and manage user access by 
control and give necessary permission to certain 
employees to do their job without giving them all 
the access rights. One participant emphasized 
“The only two people that are actually allowed to 
look at those cameras or other data were the head 
chief from security and general manager at that 
point”. This highlights the importance of strict 
access controls and accountability in protecting 
sensitive information. Additionally, building in 
measures to protect customer information – such 
as informing them of the data protection policy at 
the outset of company meetings held at the hotel 
– can help build awareness and trust. 

Ogle, Wagner and Talbert (2008) indicated that a 
few simple precautions can be: 
● Important information can be sent only 
if the connection is secure. 
● Making sure that the address bar is in a 
form “https://” the extra “s” meaning “secure 
socket layer” within your computer and website. 
● Update personal fire-wall regularly. 
● Use VPN (virtual private network) when 
working on the internet. 
● Avoid connecting to “ad-hoc” or “peer 
to peer” wireless networks as somebody can 
disguise as legit access point. 
 
Chapter 5: Discussion 
 
5.1. Introduction 
 
From the hotel’s perspective, guest safety and 
security are among the most important factors to 
consider. The hotel’s future potential in 
expanding the international conference market – 
including its profitability – depends on the safety 
and security issues and how effectively its staff 
use their skills and experience to address them. 
This study aims to provide an overview of the 
effectiveness, challenges, and limitations of hotel 
security and safety systems. The study focused on 
three objectives and the discussion will evolve 
around these three objectives, namely: to analyze 
security and safety issues, to identify potential risk 
factors that current systems are not adequately 
able to address, and to study how hotels manage 
common risks. Based on the findings, this chapter 
discusses the literature and draws some relevant 
and key aspects from the analysis of findings 
related to hotel security management in this case. 
 
5.2 The issue of security and safety in hotels and its 
difficulties that need to be overcome. 
 
The study found that the human factor and 
human error were still considered one of the 
biggest threats in the hotel operational 
procedures and processes. Some common 
problems – including neglect and even 
carelessness – ranged from leaving the kitchen 
unattended to poor judgment of guest behavior. 
This is consistent with Koskela (2016), who noted 
that because hotels rely on the services of many 
people, they are vulnerable to human behavior. At 
AlpenGold, the attentiveness of staff is consistent 
with Enz’s (2009) assertion that hotels with aging 
infrastructure and high guest turnover are at 
greatest risk of operational errors. 
A series of high-risk events have added to the 
pressure, including the World Economic Forum 
(WEF). In line with Henderson et al.’s (2010) 
hypothesis that the likelihood of terrorism and 
disorder increases during international 
conferences, interviewees noted overcrowding 
and difficulties in controlling large groups of 



 
 

guests. Imposing restrictions on access, VIP-only 
areas, etc., have been used as risk mitigation 
strategies; however, such scenarios also strain 
hotel resources, which is in line with Ghazi’s 
(2016) report on hotels in Egypt. 
 
5.3 Unknown or emerging risk factors in the hotel 
management area 
 
In addition to the perceived and addressed 
challenges, there are still a number of risks and 
issues in the hospitality industry that are not fully 
addressed by the current system. Cybersecurity 
has emerged as a major weakness for the industry, 
with concerns about data breaches and misuse of 
guest information such as the disclosure of 
personal information or other data being sold. 
This confirms the argument of Chan & Lam 
(2013) that hotels often neglect or undervalue 
digital security in favor of physical security 
measures. While having some staff with authority 
or authorization to access cameras and related 
data can ensure accountability and limit and 
control the issue of data theft, it also has the 
potential to create bottlenecks during crises as 
fewer staff have the authority to respond to the 
situation. 
Inadequately monitored areas such as parking lots 
or underground tunnels are another often 
overlooked issue. Employees perceive these areas 
as potential hiding places for intruders, suggesting 
that this issue is consistent with Feickert et al.’s 
(2006) assertion that most research on hotel 
security does not go beyond personal observation 
incidents to indicate structural blind spots. 
Furthermore, several food safety risks, control of 
concentrations of certain heavy metals, and 
waterborne diseases studied in the literature 
(Leftwich et al., 2021; Purnomo, 2006) were not 
mentioned or reported by employees, suggesting 
that some threats, or at least some issues, were not 
well understood by AlpenGold. 
 
5.4 Effectiveness and limitations of the system structure 
 
In ensuring the safety and security of guests and 
staff in the hotel's management area, the 
AlpenGold Hotel's systems and protocols have 
demonstrated its strength in applying technology 
as well as the strictness of the steps and 
procedures implemented. 
According to staff assessments, the CCTV 
systems, access cards, bomb threat handling 
procedures, and fire drills are highly appreciated 
by staff. 
These are reflected and emphasized by Singh 
(2015) in terms of prevention through a clear 
security presence while still maintaining a 
cautious nature. In addition, hotel staff also 
acknowledge the importance of drills and 
procedures that need to be followed when an 

unexpected event occurs, building a sense of 
readiness among staff. 
According to AlpenGold Hotel's staff 
evaluations, the CCTV systems, access cards, 
bomb threat handling procedures, and fire drills 
are highly appreciated by staff. These handling 
methods are also reflected and emphasized by 
Singh (2015) on the deterrence ability through a 
clear security presence while still maintaining a 
discreet nature. In addition, the hotel staff also 
acknowledged the importance of drills and 
procedures that need to be followed when an 
unexpected event occurs, building a sense of 
readiness among staff. 
However, there are still some limitations in the 
system and protocols. Firstly, the curriculum for 
staff training does not cover complex or 
unpredictable situations comprehensively 
enough. Secondly, in high traffic environments 
and overloading at large-scale events, the 
efficiency of the processes is reduced due to many 
reasons such as close proximity between human 
factors, aisles with less capacity than the number 
of people in the area, etc. This highlights the 
limitations and problems in the operation of 
security systems that are resource-intensive and 
dependent on various factors. It is also necessary 
to pay attention to the risk of creating loopholes 
or not detecting complex security issues despite 
advanced technology and high monitoring 
measures. Technology cannot replace human 
vigilance and senses. 
Overall, the security system and staff training 
procedures of the AlpenGold hotel can be 
considered effective but still reactive and 
precautionary rather than experienced. While this 
is effective against common and easily identifiable 
risks, for the limitations, more proactive and 
comprehensive strategies are needed as well as 
more development and upgrading, especially for 
hotels that often host meetings of many large 
domestic and international organizations, and 
should also integrate more awareness of staff and 
guests on cyber and digital security and 
reasonable allocation of resources during 
crowded events. 
 
Chapter 6. Conclusion 
 
This study has explored and identified the factors 
that influence the safety and security system and 
the growing challenges and risks to the safety of 
the AlpenGold Hotel in Davos. It has also shown 
the effectiveness of the safety and security system 
and the ability to prevent or minimize potential 
problems. 
Through interviews with both staff and managers 
at the hotel and using inductive and case study 
methods, the problem that this study has pointed 
out is that human error, pressure and disarray 
during crowded or high-risk events are the main 
factors that affect safety and security. There is a 



 
 

need to constantly update and test the 
information technology network system to be 
able to continuously cope with and handle more 
modern problems. 
The study also concludes that the results of 
raising awareness and training vigilance skills of 
internal hotel staff are as important as improving 
and improving technological equipment to serve 
the prevention and response to potential 
situations. The lack or incomplete monitoring 
and management equipment in some areas shows 
that overlooked internal factors can weaken or 
create loopholes in a well-built safety and security 
system. Large-scale global events that gather 
many important guests and representatives of a 
country such as the World Economic Forum 
(WEF) significantly increase the need for security. 
This factor shows the significant dependence of 
AlpenGold hotel on both internal staff and 
external staff of organizations in that event. 
However, much of the dependence will be on the 
staff—those who know and are more familiar 
with the area they work in and the processes that 
are specifically designed for a particular area. 
From a practical perspective, the study shows a 
number of security and safety issues for hotel 
management in general. The first issue is that 
awareness of security and safety principles needs 
to go beyond the required level, and should not 
be done in a formulaic way to become a 
characteristic part of the hotel's service culture. 
Training staff on awareness and handling of 
situations in crisis should be a standard issue to 
bring safety and comfort to guests and colleagues 
around. High-risk events also need to have special 
working procedures and standards designed. 
The last issue is that network security 
management should also be improved and paid 
more attention, including information 
encryption, access control, software updates and 
more frequent security policies. This can prevent 
incidents from occurring and at the same time 
improve brand reputation. 
This paper contributes to the academic literature 
on security and safety frameworks in the service 
industry in general and the hotel industry in 
particular. With a comprehensive perspective 
from many issues from people, technology 
equipment and human resource management 
issues, this study points out their relationships 
and interactions in a certain framework instead of 
some previous studies (e.g., Singh, 2015) that only 
address physical security or guest perception 
issues separately. 
The case study of AlpenGold Hotel provides a 
broader view of internal staff behavior and other 
pressures from risky events and potential issues in 
terms of cyber security that are increasingly 
evolving and can affect management and guest 
safety. The study also extends and complements 
Chan and Lam's (2013) findings on the gap 
between hotel management and guest 

perceptions of the importance of security and 
safety by showing its extension to the operational 
level between management policy and employee 
behavior. 
Future research projects may explore some other 
aspects and areas and add more to the current 
social politics to gain a broader view of the 
problem and situation of hotel security 
management. 
Firstly, a comparison across a number of star-
rated hotels, the average traffic that the hotel 
receives in different areas or geographical 
locations may help to better identify and possibly 
make a more accurate judgment whether the 
problem is across the entire tourism hotel 
industry or specific to luxury hotels or hotels with 
a lot of events. Secondly, some quantitative 
research using surveys is needed to gain a deeper 
insight and fill in the gaps by analysing and 
evaluating a larger sample of hotel staff and 
guests. This will allow for statistical validation of 
the observed patterns. 
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