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Services Offered

üAsset Management

ÅProperty Management Oversight

ÅFinancial Review & Control

ÅRevenue Enhancement

üDistressed Property Services

üDevelopment Services

üInsurance Claim Support Services



Insurance Claim Support Services

Our services include:

× Assisting as a first responder in the initial evaluation of the 

loss, carefully substantiating every aspect of the claim, 

including building damage, contents, business 

interruption, and extra expense claims

× Providing a quick and thorough initial estimate of the 

claim

× Acting quickly to mitigate further property damage

× Developing a proactive claim management strategy that 

maximizes the properties recovery

× Preparation of an itemized assessment package



üInsurance Claim Support Services

We act to advise the client on:

ü Business recovery decisions

ü Business interruption issues

ü Valuation, documentation and substantiation of 

damages

ü Negotiations with the other parties to the 

occurrence

ü Estimating claims

ü Project management



Sanibel Harbour Resort & Spa

Hurricane Charley

August 13, 2004



Sanibel Harbour Resort & Spa

ÅOpened ïDecember 1989

ÅExpanded 1990ôs

Å400 Rooms

ü242 room main hotel

ü107 room adjacent hotel

ü51 vacation condo units

Å40,000 SF conference space

Å40,000 SF Spa, Salon, Fitness, Tennis Center

ÅMultiple F&B outlets

Å149 Passenger Cruise Vessel



Crisis

ñA situation requiring radical management 

action in response to events beyond the 

internal control of the organization 

necessitating urgent adaptation of 

marketing and operational practices to 

restore the confidence of employee, 

associated enterprises and consumers in the 

viability of the destinationò

David Beirman ïRestoring Tourism Destination in Crisis



ñé the hours of anguish and 

intense prayerò



National Hurricane Center  ñHurricane 

Warningò issued August 12, 2004



Preparation



Å Executive office:

ïCalled meeting of department heads and discuss preparedness and 
emergency inventories.

ïPrepare Advisory letters for hotel guests. 

ïContact the Registry resort for occupancy levels and placement of 
possible evacuated guests.

ïPlace hurricane maps 

ïDecide who will stay on resort in the event suspension of 
operations becomes apparent. 

ïAll salaried managers are on standby status. 

Å Reservations/Sales/Conference planning:

ïPrepared lists and contact phone numbers of all incoming groups 
for the next seven days, this process should be repeated each day 
During the Hurricane Watch through to the Warning.

Å Engineering:

ïCheck resort for loose objects 

ïRecheck emergency supplies 

ïCheck grounds for possible drainage problems.

SHRS Policies and Procedures

ñHURRICANE WATCHò



ÅPurchasing:

ïCheck fresh water supplies of the resort.

ïCheck food stores of the resort.

ÅFresh water for 6 people for a week if an evacuation 
becomes needed. 

ÅA.V.:

ïMake available a video camera for insurance inventory.

ÅSecurity:

ïCheck all emergency supplies.

ÅSunsports/Princess Captain:

ïBased on the direction and speed of the storm, a 
decision should be made at this time for stowage of the 
boats at the Sanibel Marina. Sanibel Marina should be 
contacted each day for hours of operation.

SHRS Policies and Procedures

ñHURRICANE WATCHò



TO: All Team Members

FROM: Brian Holly

DATE: August 11, 2004

RE: ****HURRICANE WATCH****

Please be advised that the National Hurricane Center has issued a ñHurricane 

Watchò for South Florida, including parts of Lee County.

A Hurricane watch is an alert that hurricane conditions pose a threat to coastal 

areas. We are asked to listen for further advisories and be ready to take action in 

the event a Hurricane Warning is issued, typically 24 hours out.

Hurricane preparations now being implemented include:

*Guests are being advised to be ready to depart the resort in the event a 

Hurricane warning is issued.

*Guests may check at our Guest Services desk for the latest information on the 

storm, including maps and emergency shelters.

*Hours of operation may be altered until further notice. Restaurants and shops in 

the main hotel will remain open. The Spa and Tennis center are suspending 

operations until further notice. All marina activities are cancelled until further 

notice.

ÅWe are currently securing all low-lying inventory throughout the resort.

ÅIn the event the storm is upgraded to a ñHurricane Warningò, all managers are 

asked to meet in the Everglades Ballroom to assist in securing the rest of the 

resort. This is not expected to take more than 4-6 hours. 

As always, the safety of our staff is our utmost concern. We appreciate your 

understanding and cooperation.

SHRS Letter to Employees



SHRS Letter to Guests

TO: Resort Guests

FROM:  Brian Holly, Managing Director

Dan OôConnell, Director of Safety & Security

DATE: August 11, 2004

***HURRICANE UPDATE***

Please be advised that the National Hurricane Center has issued a ñHurricaneAdvisoryò for the South Florida area, 

including parts of Lee County.  It is anticipated that this region will be placed under a ñHurricane Watchò.

A ñHurricane Watchòmeans that hurricane conditions are possible within the watch area, generally within 36 hours. A 

ñHurricane Watchò has been issued for the southwest coast of Florida from Flamingo northward to Bonita Beach (Bonita 

Beach is approximately 15 miles south of here). The ñHurricane Watchò will likely be extended northward along the 

Florida west coast tonight or early Thursday.  If that occurs, Sanibel area will most likely be included.  You are 

encouraged to remain apprised through local media for further advisories. 

If the hurricane continues on its current path this region may be placed under a ñHurricane Warning.ò  A ñHurricane 

Warningòis 24-hour notice that landfall of the hurricane is highly likely in this region.

The current track of this hurricane as of 5:00 p.m. today indicates that severe weather may start to affect this region as 

early as Thursday night.If a ñHurricane Warningò is issued for this region, we strongly recommend that guests 

make immediate arrangements to depart the resort.

Emergency shelters are expected to start opening inland within the next 24 hours. Maps are available at our Guests 

Services desk, showing the routes to nearby shelters, as well as evacuation routes.

Guests may call extension 41 or 2829, or check our Guest Services desk, for the latest storm information.

This notice is not issued to alarm you, but rather to give you ample time to depart the resort in comfort and safety if 

necessary.



Å Executive Office:

-Issue warning letter to guests

-Forward resort phone to answering service

Å Purchasing/Retail:

-Move all Ground floor retail/purchasing goods to the following areas (Conference center)

-Move all Spa retail to the Conference center

Å Housekeeping:

-Move all uniform clothing to the laundry room

-Move all lobby furnishings to everglades ballroom

Å Sunsports/Princess:

-Move boats to safe storage.

-All fuels should be moved to the parking garage, after the garage is secure

-Jet skis secured in the upper levels of the parking garage

-Pool chase lounges stacked and secured with rope in managerôs lot

-All tables and chairs secured in the Harbourview room

Å Engineering:

-Secure pool breezeway

-Secure ground floor retail/Conf. Planning exteriors

-Sand bags should be filled and ready, sales staff to assist

-Secure Hybiscus meeting room windows

-Secure Spa doors with sandbags

-Remove all resort canvas awnings

-Sandbag Spa and Micro Studio

-Remove all exterior ceiling fans

Å AV: -Video all secured items for insurance inventory.

SHRS Policies and Procedures

ñHURRICANE WARNINGò



SHRS 2nd Letter to Guests
TO: Resort Guests

FROM:  Brian Holly, Managing Director

Dan OôConnell, Director of Safety & Security

DATE: August 12, 2004

***HURRICANE UPDATE August 12th, 2004 @ 4:00 p.m.***

Please be advised that based on a bulletin from the National Hurricane Center in 

Miami, Florida, Hurricane Charley is intensifying and the Hurricane Warning is 

likely to be extended northward from Bonita Beach to include this region later

today.  A hurricane warning means that hurricane conditions are expected within

the warning area within the next 24 hours.

Based on the intensifying Hurricane, the projected path, and the projected storm 

surge relative to this hurricane, we will immediately begin the evacuation of 

guests and team members from this Resort.

All Resort operations will be suspended at 6:00 p.m. tonight and all guests and 

team members should plan to depart by this time.

Emergency shelters are expected to start opening inland within the next several

hours. Maps are available at our Guests Services desk, showing the routes to

nearby shelters, as well as evacuation routes and hotel availability on Floridaôs 

east coast.  Local inland hotel availability is nearly depleted.

















National Hurricane Center  ñHurricane Watchò issued 

August 11, 2004



Hurricane Charley comes ashore




