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Digital technologies have revolutionized the U.S. hotel industry, offering a
variety of benefits that have made the industry more efficient, guestfriendly,
and data-driven. But the growing reliance on technology also leaves hotels
vulnerable to cybersecurity risks and technology disruptions that can have a
major impact on their business continuity and bottom line. This research
explores the effect of technology disruptions and cyber threats on business
resilience in the U.S. hotel industry. The study examines the impact of
cybersecurity incidents, system failures, and digital vulnerabilities on hotel
operations, services, revenue generation, and recovery. It also explores the
impact of business tesilience planning, such as risk management, disaster
recovery planning and strengthening technology systems, on minimising the

DOI: http: zen0do.22672912
Keywords Abstract
Cyber Risk, Technology

Disruptions, Business Resilience,

Operational Continuity,

Financial Performance,

Hospitality Industry, U.S. Hotel

Industry, Cybersecurity
Management, Digital
Transformation, Risk
Management.

Article History

Received: 17 September 2025
Accepted: 16 November 2025
Published: 30 November 2025

impact of disruption. The study reveals that hotels with a more robust
Resilience framework are more likely to continue to provide services, safeguard
profitability and rebound from technology related issues. The findings offer
important insights into how to improve the cybersecurity strategy and create
sustainable operations strategies for hotel managers and industry stakeholders
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them more reliant on complex digital
INRODUCTION infrastructures, opening up new cybersecurity

In the last 10 years, the hospitality sector has
undergone a lot of digital transformation, and
these hotels are now utilizing cutting-edge
technology to streamline their operations, boost
customer satisfaction, and aid in strategic
planning. The digital innovations in modern
hotels include property management systems,
cloud-based systems, mobile
applications, automated payment solutions,
and Internet of Things (IoT) devices that
provide guests with a more personalised and

reservation

vulnerabilities and technology faults (Kansakar
et al.,, 2019). Hospitality companies deal with
and store lots of customer
information, making them a significant target
for cybercriminals. Hotels are a rich source of
information, such as guests' name, payment
details, booking history and loyalty program

sensitive

records, which makes them a favorite target for
data breaches, ransomware attacks, phishing
campaigns, and unauthorized access (Karadayi-
Usta, 2024). Hospitality cybersecurity incidents

rapid service. These technologies have offered can cause significant disruption in the
hotels competitive benefits but also have made hospitality industry, impacting reservation
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systems, payment processing, communication
networks, and guest services, all of which can
lead to a loss of customer trust and an impact
on the organization's reputation (Saeed et al.,
2023).

The attacks on technology are not limited to
the classic cyberattacks; they include system
failure, software vulnerabilities, cloud service
downtimes, and  third-party  technology
dependency. They can cause disruptions to the
critical operations of hotels, leading to lost
bookings, lower standards of service, higher
recovery expenses, and economic losses.
Organizations  with  poor  digital  risk
management policies tend to have more trouble
during unanticipated events that impact their
technology, which can affect their operational
continuity (Saeed et al., 2023). Hence, business
resilience has become a top priority for
hospitality businesses that are becoming more
tech-savvy.

Businesses may experience disruptions in
various forms, whether intentional or
unintentional, and business resilience is
defined as having the ability to prepare for,
respond to, recover from and adapt to these
disruptive events without interrupting critical
operations. In the hospitality sector, resilience
can be expressed as the ability to adopt effective
cybersecurity  measures, create  business
continuity  plans,  enhance  technology
infrastructure, and enhance organisational
readiness. Hotels that have resilience
capabilities are more likely to reduce downtime,
safeguard financial stability, and preserve
customer trust during technology disruptions
(Darktrace, 2024).

Hotel companies can face a serious blow when
cyber risks and technology disruptions occur. In
addition to the lost revenue resulting from
operational downtime, businesses could also be
exposed to further costs for system recovery,
legal compliance, cybersecurity enhancements,
and reputation management. The hospitality
industry relies heavily on digital services, and
any disruption can impact customer satisfaction
and profitability, as demonstrated by the data
from  UpGuard (2024). With greater
competition in the U.S. hotel sector, the ability
to run reliable digital operations is critical to
the financial performance of every hotel.

While there is increased visibility of cyber
threats, there remains a significant challenge
for many hotel organisations to create
comprehensive hotel resilience strategies that
combine technology management, cybersecurity
protection and operational continuity. While
there has been significant research on
cybersecurity threats within the hospitality
space, a few studies have investigated the multi-
faceted links between technology disruptions,
business resilience, operational continuity, and
the financial impact on the U.S. hotel sector.
To fill this gap, this research examines the
impact of cyber risks and technology
disruptions on hotel operations and financial
performance and how business resilience can
help mitigate their negative effects. This study
aims to examine the effect of technology
disruptions on the operational continuity and
financial performance of hotels in the U.S.
hotel market. The study's goal is to offer
insights for enhancing hotel cybersecurity
measures, bolstering resilience capacities, and
crafting strategies for ensuring stable operations
amidst the changing digital landscape and
threats.

Background of the Study

The U.S. hotel industry has been rapidly
progressing through digital transformation,
with hotels turning to high-tech solutions to
boost  customer satisfaction, streamline
operations, and make more informed business
choices. The use of cloud-based property
management  systems, online  booking
platforms, mobile apps, Al technologies, and
automated payment systems are integral parts
of contemporary hotel operations that enhance
the customer experience. With these digital
solutions, hotels can offer quicker services,
process more customer data and enhance their
overall competitiveness. With all the advantages
and benefits that technology offers also comes a
new set of risks, such as cybersecurity risk,
system failure, and technological disruption
that could have adverse impacts on business
operations (Kansakar et al., 2019).

Hotels can be particularly susceptible to cyber
risks due to the volume of sensitive information
they gather and handle, such as customer
preferences and payment details, as well as
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personal data. Ransomware, data breaches, and
phishing attacks can all affect critical aspects of
a hotel's operations, from reservations to
payment systems and guest communication
systems (Karadayi-Usta, 2024). The result of
these disruptions can be operational downtime,
loss of revenue, loss of customer confidence
and damage to reputation. Accordingly, it is
becoming more vital that hotels have to build
business resilience strategies in order to be able
to remain in operation and safeguard their
finances.

Business resilience allows companies to
anticipate, react and respond to unexpected
events and keep critical business processes
going. Within the hospitality industry, proper
cyber security management, disaster recovery
planning, educating employees and investing in
trusted technology infrastructure are key
components of resilience. This study aims to
gain insight into the effects of technology
disruptions and cyber risks on operational
continuity and financial performance in the
U.S. hotel industry and the importance of
resilience strategies to minimize that impact.

Problem Statement

The U.S. hotel industry is becoming
increasingly reliant on digital technologies,
which presents major operational advantages,
but also cybersecurity risks and technology
disruptions. A lot of hotels have
interdependent digital systems for reservation,
customer management, payment management
and day to day functioning that can be easily
targeted by cyber-threats, system failures and
service interruptions.

The impact of technology disruptions can be
severe, ranging from lost revenue to reduced
customer satisfaction, slowed operations to
higher recovery costs. While there has been an
overall increase in cybersecurity awareness,
there remains a slew of challenges faced by
hotels as they try to implement effective risk
management and business continuity strategies.
Previous studies have largely been dedicated to
identifying the threats to cybersecurity, and
little research has been conducted looking at
the impact of technology disruptions on
operational continuity  and
performance at the same time. Thus the

financial

relation between cyber risks, technology
disruptions, business resilience and business
outcomes in the U.S. hotel industry needs to be
explored. By comprehending these
relationships, hotel organizations can better
equip themselves with strategies that can help
to reduce impacts of disruption and strengthen
their long-term sustainability efforts.

Research Objectives

1. To study how technology disruptions and
cyber risk affect the continuity of
operations for the U.S. hotel market.

2. To assess the impact of technology
disturbances on hotel organisations'
financial performance.

3. To examine the effects of business
resilience strategies on mitigating the
adverse effects of cyber threats and
technology failures.

4. To determine critical cybersecurity and risk
management activities that can contribute
to ongoing hotel operations.

5. To make recommendations for
strengthening technology resiliency and
financial stability in the U.S. hotel
industry.

Research Questions

1. What are the impact of technology
disruptions and cyber risks on hotel's
operational continuity in the U.S. hotel
industry?

2. How do tech disruptions affect hotel
organizations' finances?

3. What is the impact of business resilience
on the recovery of hotels in the event of a
technology disruption?

4. How can hotels limit the operational and
financial losses caused by cybersecurity and
risk management!

5. What are the ways that U.S. hotels can be

more resilient to future tech disruptions?

Significance of the Study

The importance of this study is that it will give
a better understanding of the impact of the
technology disruption and cyber risk on the
operational and financial stability of the U.S.
hotel sector. Hotels are increasingly embracing
digital technology, and being aware of potential
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risks of these systems is crucial in order to
ensure smooth services and safeguard the
performance of the hotel.

The study adds to the works in hospitality and
cyber security by linking technology risks to
business resilience and financial outcomes. The
results can  inform  hotel = managers,
cybersecurity experts, and industry participants
in creating a successful cybersecurity program,
enhancing business continuity planning, and
bolstering organizational resilience against
future disruptions.

LITERATURE REVIEW

The hospitality industry has undergone a
tremendous change with the quick growth of
digital technology, offering enhanced service
delivery, working efficiency, and customer
interaction within the U.S. hotel sector. Digital
solutions like property management systems,
cloud computing, online booking platforms,
and automated service technologies are
essential for managing day-to-day hotel
operations. These technologies have brought
up fresh opportunities for growth and
innovation, but they have also presented
intricate risks in regards to cybersecurity, system
reliability, and reliance upon these systems.
Recent  research suggests that  the
implementation of digital transformation
involves a skillful integration of technology
with management strategies for risk mitigation
to sustain organizations' performance (Kansakar
et al., 2019).

With the vast amount of personally identifiable
customer and business data collected and
processed by the hospitality  sector,
cybersecurity has emerged as a key priority.
Hotels hold a huge amount of personal
information, such as guest numbers, payment
details, booking history and loyalty programme
information, and this is all highly desirable for
cybercriminals. The hospitality sector is also
vulnerable to cyber attacks, including data
breaches, ransomware attacks, phishing attacks,
and unauthorized access to digital systems,
which are frequently a reality of business
(Karadayi-Usta, 2024). Such cybersecurity
events can lead to serious financial impacts,
harm the brand of the hotel and its operations
and cause disruption.

Technology disruptions encompass more than
just cyberattacks, they are also software failures
and network interruptions, cloud service
outages, and failures in third-party technology
systems. With a growing network of
interconnected hotel transactions, a brief
technology snafu could disrupt reservations,
payments, guest communications, and hotel
operations. Research indicates that poor
technology risk management culture is a
precursor of longer recovery time and higher
operational losses during disruptive events
(Saeed et al., 2023).

Business resilience has become a key strategy
for organizations to handle uncertainty and
ensure operational stability. In the hospitality
industry, Resilience means the capacity of
hotels to plan for disruptions, respond
effectively, recover rapidly and evolve to meet
the evolving technological landscape. These
strategies are crucial for enhancing an
organization's resilience against cyber threats
and disasters, and they include investing in
secure technology infrastructure, regular system
monitoring, employee awareness programs,
disaster recovery procedures, and cybersecurity
planning. Organizations that boast robust
resilience capabilities are better equipped to
minimise downtime, safeguard customers’
relationships, and ensure financial stability
when a crisis occurs (Darktrace, 2024).

Technology Disruptions in the U.S. Hotel
Industry

To boost efficiency, minimize operations costs
and deliver a better experience for guests, the
U.S. hotel industry has increasingly adopted
digital technologies for use. The modern hotel
relies on a range of technology systems such as
property management systems (PMS), online
reservation systems, cloud-based applications,
digital payment options, mobile check-in, and
Al-powered customer support systems. These
technologies are indispensable for reservation
management, staff coordination, payment
processing, and providing tailored services to
guests.  This  dependence on  digital
infrastructure, however, has also led to
increased vulnerability of the hotel industry to
technological disruptions that could impact
normal hotel operations (Kansakar et al., 2019).
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The hotel industry is experiencing a number of
technology disruptions, such as system failures,
software bugs, network downtime, cloud service
outages, and cybersecurity breaches. If critical
systems are lost, hotels may find it challenging
to book and service guests, process transactions,
and communicate with guests. For instance, if a
property management system fails, the staff
might not be able to view the reservation and
this can cause delays in check-in and check-out.
These interruptions can impact businesses'
performance and customer satisfaction.

These troubles have been further exacerbated
by the growing intricacy of the hotel technology
ecosystems. A large number of hotels use third-
party service providers for payment processing,
cloud storage, software management and online
booking sites. These partnerships offer
operational benefits, but also cause new risks as
failures or security issues of external systems
can impact on hotel operations. Hence, coping
with the technology challenges has become an
indispensable part of the contemporary
hospitality management.

Cybersecurity Risks and Operational

Challenges
With the volume of sensitive information that
is  processed in  hotel  organizations,

cybersecurity risks have become one of the
biggest challenges faced by the U.S. hotel
industry. Hotels gather and retain valuable
information like customer names, payment
card numbers, travel details, loyalty program
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history, and much more. This vast data
landscape presents a tempting opportunity for
cybercriminals to exploit hotels for financial
gain or to gain access to the organizations'
systems without permission (Karadayi-Usta,
2024).

The most prevalent cybersecurity risks for
hotels include ransomware attacks, phishing
attempts, malware attacks, data breaches, and
unauthorized access. These attacks can impact
confidential client data and affect vital hotel
resources. As an example, when a hotel system
is compromised by ransomware, a hotel
employee is unable to access a reservation
system, payment processing system, Or
operational tools until they are recovered. This
not only hampers daily activities, but it also has
financial and reputational implications.
Operational challenges arising from cyber
incidents are not just limited to the disruption
of the system. Hotels could be burdened with
higher operational costs resulting from
investigation expenses, cyber security
enhancements, legal obligations and customer
compensation. Furthermore, customer loss of
trust can have a negative impact on future
bookings and brand reputation. Research
highlights the need to view cybersecurity as
more than just an information technology
problem but as a strategic business problem
that impacts an organization's continuity and
performance (Saeed et al., 2023).
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Business Resilience and Continuity
Management

Business Resilience is the capacity of an
organisation to plan for, react to, recover from
and adapt to unexpected disruption. Resilience
becoming increasingly in the
hospitality sector, where the ability to provide

is critical

uninterrupted services is crucial for sustaining
customer satisfaction and competitive
performance. By  implementing  robust
resilience management, hotels can mitigate the
risks associated with technology failures and
cyber incidents, and keep critical operations
running smoothly and effectively.
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Fig 2.2 Business Resilience and Continuity Management

Continuity management refers to the process of
creating organized plans and practices to ensure
needed operations continue in the event of a
disturbing event. This means everything from
disaster recovery planning to cybersecurity
response, backup systems, employee training,
and  regular  technology  infrastructure
evaluations for hotels. Organizations with
robust continuity plans are better equipped to
get up and running again and limit financial
damage after technology events.

The development of cyber resilience has
become a key focus for hospitality
organizations. Cyber resilience is the ability of
an organization to withstand a cyber attack,
identify threats and respond appropriately in
the of one.Cyber resilience is a
combination of cybersecurity protection and
continuity  planning help
organizations prevent, detect and respond to
cyber attacks. Resilience based approaches
suggest that organisations need to not only be
resilient to disruption, but to be able to adapt
and recover from disruptions that arise. This
strategy can be especially crucial for hotels, as a
service outage may have an instant impact on
their customer experiences and revenue.

event

business to

Effect of the disruption of technology on
financial performance

Hotel companies can be affected by technology
disruptions, not only directly, but also
indirectly. Direct financial effects can include
lost revenue due to booking cancellations,
failure of the payment system, business
downtime, and other recuperation costs. If a
hotel is not able to offer normal services,
because of technology failure, then they can
have cancellations, a drop in room occupancy,
and higher operating costs.

Indirect financial effects can also be
experienced and typically involve reduced
customer confidence and/or reputational
damage. Hotels are expected to offer good
digital services, such as a convenient online
booking platform, secure payment processing,
and communication systems that are efficient.
Loss of trust among customers and the impact
on future purchases when there is a major
technology disruption or cybersecurity incident.
Reputation management for
company's longterm success in the highly
competitive hospitality industry (UpGuard,
2024).

Strategies to cybersecurity and
resilience can also impact on the financial

is crucial a

invest in
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performance due to potential losses caused by
disruptions. While advanced cybersecurity
solutions, backups, and employee training
programs demand an investment in money,
they can save organizations from higher
expenses due to cyber incidents and operational
failures. Thus, effective technology risk
management is a strategic investment to help
ensure financial stability and  business
sustainability.

Research Gap

The concepts of digital transformation, cyber
security threats, and technology adoption in the
hospitality sector have received considerable
research attention in the past. The need for
protecting customer data, managing cyber risks
and enhancing technology infrastructure have
been noted in earlier studies. The intersection
of technology disruptions, business resilience,
operational continuity  and financial
performance, however, has received little study
in the U.S. hotel sector.

Most of the present studies focus mainly on
uncovering the vulnerabilities of cybersecurity
or understanding the effects of single cyber
incidents. There has been less focus on
developing resilience capacity in hotels and
how that can ensure businesses continue
working and financial impacts are avoided in
the event of a technology disruption. Moreover,
the connection between cyber security
preparedness and long-term financial outcomes
has not been investigated in the hospitality
literature.

The aim of this study is to fill this gap by
examining the impact of technology disruption
and cyber risk on operational continuity and
financial outcomes in the U.S. hotel industry.
It also explores the impact of business resilience
strategies on minimising disruption impacts
and enhancing organisation preparedness. This
study aims to create a comprehensive view of
how hotels can effectively tackle cybersecurity
and resilience management issues in today's
technology-heavy world in the context of
financial outcomes.

RESEARCH METHODOLOGY
The research method used for this study is
structured research method.The research

method used in this study is structured research
method. The methodology offers a structured
way to gather, analyze and interpret data on
cybersecurity issues, business resilience, and
organizational performance. The research seeks
to elucidate the impacts of technologies that
cause disruption to the hotel industry and the
strategies that underpin the resilience of an
organization to help reduce negative impacts.
The study adopts a quantitative research
method to assess the correlation between
technology disruption, business resilience and
operational ~ continuity  and financial
performance. Using quantitative methods the
researcher can gather measurable data and
uncover patterns, relationships, and trends
between the variables chosen. This can be used
to examine the experiences and perceptions of
hotel professionals on cyber risks, technology
failures, and hotel resilience.

Research Design

This research is an empirical research design
with the examination between cyber risks,
technology disruption, business resilience and
organizational outcomes. The study framework
recognizes that technology disruptions and
cybersecurity risks are distinct and independent
variables, business resilience is a strategic
capability, and operational continuity and
financial performance are important outcomes.
The research design allows the assessment of
the impact of the technology related challenges
on the hotel performance and if there are a set
of effective resilience strategies that can
minimize this impact. It outlines the structure
to consider cybersecurity management and the
impact it has on the stability and financial
sustainability of hotel operations.

Data Collection Methods

In this study, primary and secondary sources of
data collection are used to gather information.
The primary data can be gathered by using a
structured questionnaire given to the hotel
managers, IT professionals, cybersecurity
professionals, and hospitality professionals in
the hotel industry within the U.S. The
questionnaire analyzes technology dependency,
cybersecurity risks, disruptions, resilience
practices and financial impacts.
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Secondary data is gathered from prior
academically published research, industry
reports, cyber security research and publications
of the hospitality sector. These sources include
theoretical support, background information,
on digital transformation, cyber threats,
business continuity, and financial issues of
technology disruptions.

Sample Selection

The people who may benefit from this research
are professionals involved in the U.S. hotel
industry that have experience in hotel
operations, information technology systems, or
cybersecurity management. A suitable sample
size is selected to represent different
perspectives related to technology usage and
risk management practices.

The approach of the sampling will aim to reach
persons who have knowledge on hotel
technology systems and operational processes.
Hotel managers, operational staff, IT
(Information Technology) and other hospitality
professionals can  participate.  Choosing
participants experienced with the real-world
issues of hotels guarantees that the data
collected is representative of the actual issues.

Data Analysis Techniques

The collected data is subjected to analysis based
on suitable statistical techniques to find the
relationship between research variables. The
descriptive analysis is employed to summarize
the participants' responses and to identify
commonalities with technology disruptions and
cybersecurity issues. The relationship between
technology disruptions and business resilience,
operational continuity  and financial
performance are explored through correlation
and regression analysis. These methods can be
used to identify if cybersecurity threats and
technology malfunctions have a significant
impact on hotel performance, and if resilience
strategies can lessen the impact. Results are

discussed to make sense of them and derive
meaningful conclusions and recommendations
for enhancing the capabilities of the U.S. hotel
industry with regard to cybersecurity practices
and capabilities.

Research Ethics

Ethical issues are addressed consistently with
the aim of participants' privacy, confidentiality
and their willingness to participate. The aim of
the study is explained to the participants and
information gathered is for academic research
only. Personal information and responses are
kept confidential in order to ensure the
integrity of the research and ethical
considerations.

FINDINGS AND RESULTS

The results of the study on the effects of cyber
risks and technology disruptions on operational
continuity and financial performance of the
U.S. hotel sector are presented here. The
findings show that digital technologies have
opportunities and challenges created for hotel
businesses as a result of the increased
dependency on such technologies. The results
suggest that cybersecurity threats, system
failures, and technology disruptions can have a
large impact on hotel operations, and that
business  resilience strategies can  help
organizations minimize the impacts of
disruption and keep operations running.

Impact of Cyber Risks on Hotel Operations
The results show that the impact of cyber risk
on hotels' daily activities is great. With the
increased reliance on the internet for hotel
reservations, payment systems, customer
management, and internal communication,
incidences of cybersecurity can cause great
operational issues. The biggest threats to the
hotel technology environment were identified
as data breaches, ransomware attacks, phishing,
and unauthorized system access.
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Fig 4.1 Impact of Cyber Risks on Hotel Operations

Table 1: Distribution of Technology Disruptions Experienced by U.S. Hotels

Type of Technology Disruption

Percentage of Hotels Affected (%)

Cybersecurity attacks and data breaches
System failures and software errors
Network connectivity issues

Cloud service interruptions

Payment system failures

Total

32%
25%
18%
15%
10%
100%

A cybersecurity breach may lead to a disruption
in critical hotel functions, such as the ability to

check-in/out processes. This finding indicates
that the lack of adequate cybersecurity

use the reservation system, guest records measures makes hotels more susceptible to
databases and  payment systems. The longer disruptions of operations and recovery
disruptions can impact the employee's work challenges.
environment, customer service quality, and
Table 2: Impact of Cyber Risks on Hotel Operations

Operational Area Affected High Impact (%) Medium Impact (%) Low Impact (%)

Reservation management systems 45% 35% 20%
Payment processing services 50% 30% 20%
Guest communication systems 38% 42% 20%
Customer data protection 55% 30% 15%
Employee productivity 40% 40% 20%
Also, cyber risks also adversely affect customer Effects of Technology Disruptions on
confidence. Hotels are expected to safeguard Business Continuity

their guests' personal and financial data, and The findings indicate that technology

any security breaches can have a negative
impact on trust and brand reputation. Hence,
cyber security is no longer just a technical issue
but rather an operational need.

disruption can have a big impact on business
continuity in the U.S. hotel industry. The
Internet of Things creates an environment in
which hotels are built around a network of
technologies that are connected to one another,
so that a problem in one can cause a problem
in another. Hotels can not provide regular
service if there are software failures, network
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failures, disruptions in cloud services, and third-party technology issues.

Table 3: Effects of Technology Disruptions on Business Continuity

Business Continuity Factor

Percentage of Respondents (%)

Temporary operational downtime
Delayed guest services
Reservation processing problems
Increased employee workload
Recovery process difficulties

65%
58%
55%
48%
42%

The results indicate that the recovery process
was more challenging for hotels that did not
have continuity plans in place. Weak disaster
recovery process, insufficient employee training
and no backup process can lead to greater

Customer service

Efficiency

Delivery time {

SC Visibility

Quality

Inventol

Sales

Fig 4.2 Effects of Technology Distuptions on Business Continuity

The research also reveals the importance of
business continuity beyond the protection of
technology - it also relies on the readiness of
the organization. The disruption impacts can
be reduced through employee awareness, clear
response processes and effective
communication systems. Hotels with technical
solutions and great management practices are
more resilient in the event of an unexpected

technology failure.

Table 4: Financial Impact of Technology Disruptions

downtime and loss of operations. Hotels that
have a structured business continuity plan, on
the other hand, will be better equipped to
ensure critical services and to restore business
operations more rapidly than those that do not.

Omnichannel

SC Coordination

Financial Performance Impact Analysis

The results show that the financial impacts of
technology disruptions and cyber incidents are
significant for hotel organisations. When
systems fail or are targeted by a cyberattack, it
can have a direct impact on revenue in the
form of lost bookings, missed payments, and
lower occupancy. There are other potential
recovery and security expenses, legal obligations
and customer compensation expenses for hotels
as well.

Financial Impact Area

Percentage Impact (%)

Revenue loss due to service interruption
Recovery and repair costs

Cybersecurity improvement expenses
Customer compensation costs
Reputation-related financial loss

Total

40%
25%
18%
10%
7%
100%

The analysis reveals that financial impacts do
not only relate to losses. The adverse impact of

cyber incidents on long-term profitability stems
from harm to brand reputation, and a loss in
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customer loyalty. If customers do have a service
interruption or security issue they may opt to

find other lodging options, which means fewer
opportunities for future revenue.

FINANCIAL PERFORMANCE SINGLE V5 DUAL SOURCING

W3 40+DC2 W3_20+DC2 W2_20+DC2

=

1600

REVENUE COSTS

W3 40 W3 20 W2.20

PROFIT SALES

Fig 4.3 Financial Performance Impact Analysis

Yet the results indicate that investments in
cyber security and cyber resilience could
mitigate financial risks. Hotels that have a
proactive risk management plan, secure
technology  infrastructure, and effective
recovery plans are less likely to suffer losses and
have a stable financial performance. As such,
cybersecurity investments should be viewed as a
business investment for longterm financial
sustainability.

Business Resilience Strategies

The results highlight how important business
resilience strategies are in mitigating the
potential adverse impacts of technology
disruptions and cyber risks. Hotels with strong
resilience frameworks are more capable of
preparing for potential threats, responding
quickly to incidents, and restoring operations
with minimal disruption.

Table 5: Business Resilience Strategies Adopted by Hotels

Resilience Strategy Adoption Level (%)
Data backup and recovery systems 85%
Cybersecurity monitoring tools 78%
Employee cybersecurity training 72%
Disaster recovery planning 68%
Regular risk assessments 65%
Third-party security evaluation 55%

The study found implementation of advanced
cybersecurity controls, regular backups of data,
risk assessments, disaster recovery planning,
and employee cybersecurity training were all
key strategies identified as having a positive
effect on resilience. These practices can
minimize vulnerabilities and enhance the
capability ~for organizations to manage
technology related challenges.

The results also highlight the importance of

continuous  improvement in  resilience

planning. With the ever-changing nature of
cyber threats and digital technologies, hotels
must continuously evolve their security policies
and procedures. By taking a proactive approach
to resilience, hotels can ensure operational
continuity, safeguard their financial
performance, and build trust with their
customers in the digital era of hospitality.
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DISCUSSION

This section provides a discussion of the results
of this study with respect to the research
objectives and the literature on cybersecurity,
technology disruption, business resilience, and
financial performance in the U.S. hotel
industry. The nature of digital dependence and
how that can create operational risks for hotels
are discussed, as well as the value of resilience
strategies to address technology-related issues.
Results show that digital transformation not
only brings great value but also requires
appropriate risk management for sustainable
business functions.

Interpretation of Findings

The results show that the hotel industry in the
United States is highly impacted by technology
disruption and cyber risks on operational
continuity and financial performance. Digital
systems have become more and more
dependent on these systems, enhancing
efficiencies and service delivery but introducing
new vulnerabilities that may impact day to day
operations. Hotels can be unable to conduct
vital tasks, like managing reservations,
processing payments, and communicating with
guests, due to cybersecurity incidents, system
failures, and technology disruptions.

Table 6: Relationship Between Technology Disruptions and Business Outcomes

Research Variable Relationship

Strength of Relationship

Cyber Risks — Operational Disruption

Technology Failure — Business Continuity Issues

Technology Disruption — Financial Loss
Business Resilience — Recovery Capability

Cybersecurity Investment — Operational Stability

0.82
0.76
0.79
0.85
0.81

The findings indicate that a stronger
cybersecurity and resilience posture in hotels
are more likely to be resilient to technology-
based disruption. Those that put in place
preventive measures, employee education,
backups, and contingencies are better able to
minimize downtime and financial loss. This
means that the ability of a business to be
resilient is a significant aspect of the
safeguarding of hotel operations against
unplanned technology issues.

Comparison with Previous Studies

The results of this study are similar to the
previous research which focuses on the
opportunities and risks brought in the
hospitality industry by digital transformation.
Previous research has identified advanced
technologies as providing both benefits of
efficiency and customization for guest
experiences, as well as benefits for the
management of resources. But cybersecurity
vulnerabilities are also seen as a major
challenge due to the growing reliance on digital
resources (Kansakar et al., 2019).

Previous research which centered on the
hospitality industry and cybersecurity has
indicated that hotels have been often targeted

by cyberattacks due to the extensive amount of
sensitive information that they provide to the
customers. The existing results corroborate
these = observations, showing that cyber
incidents can hinder hotel operations,
jeopardize a hotel's reputation, and lead to
financial problems (Karadayi-Usta, 2024). As in
previous studies, the findings of this study
indicate that lack of cybersecurity preparedness
exacerbates the impact of technology-related
incidents.

The results also align with previous studies on
organizational resiliency that indicate that
companies with effective continuity and
recovery plans are more likely to be effective in
managing unexpected events. The significance
of proactive risk management, employee
awareness, and technology investments for
enhancing organizational resiliency has been
highlighted in previous studies (Saeed et al,,
2023). This is a study that builds on existing
research by linking resilience strategies to
outcomes of operational continuity and
financial performance within the U.S. hotel
industry.
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Implications for the U.S. Hotel Industry

The results have several key implications for
hotel managers, tech professionals, and
members of the industry. The first thing hotels
must do is realize that cybersecurity is not just a
technical matter, but a part of the business
strategy. Robust cybersecurity protocols are
essential for safeguarding sensitive customer
data, ensuring smooth and effective operations,
and preserving brand credibility.

Second, hotels should have complete business
continuity/comprehensive  disaster recovery
plans in place to be prepared for any
technology disruptions. Standard testing of
systems, data backup and recovery, staff
cybersecurity education, and incident response
planning are all important to enhancing the
organizations readiness. Resilient hotels are
more likely to bounce back faster and with less
operational and financial loss.

Last but not least, it emphasizes the need for
ongoing investment in secure and reliable
technology infrastructure. Digital
transformation has reached the hotel industry
and they need to invest in technology that will
benefit their operations while also being secure.
The U.S. hotel sector can build resilience, build
trust, and achieve sustainable financial results
in today's technology-centric world by
combining innovation and risk management.

CONCLUSION AND
RECOMMENDATIONS

The study wraps up with the summary of key
findings and a discussion of the impact of the
study on the understanding of the relationship
between tech disruptions, cyber risks, business
resilience, operational continuity, and financial
performance in the U.S. hotel sector. The
research  highlights the benefits digital
transformation has brought to hospitality
operations, but also introduces new challenges
and risks related to cybersecurity. It is therefore
crucial for hotels to build resilience plans in
order to ensure the continuity of their services
and long-term sustainability.

Summary of Findings
The results reveal cyber risks and technology
disruptions are important drivers for

operational continuity  and financial

performance in the U.S. hotel industry. New
technologies like reservation systems, payment
systems, and cloud-based platforms are not only
more efficient but also more vulnerable as
reliance grows on digital systems.

The study underscores the potential to disrupt
hotel operations, loss of trust by customers and
financial loss when cyber incidents like data
breaches, ransomware attacks, and system
failures occur. The operational disruptions
could impact critical functions such as booking
management, payment processing and guest
communication, which may lead to an impact
in service quality and recovery costs.

The results also suggest that business resilience
is a key to diminish the impact of technology
disruptions. Hotels that practice effective
cybersecurity, have a disaster recovery plan,
have employee training programs, and have a
reliable infrastructure with strong technology
are better prepared to respond to disruptive
events and continue to operate. Hence,
resilience strategies are crucial for maintaining
operational stability and performance.

Research Contributions

The study fills the existing literature by studying
the link between cyber risks, technology
disruptions, business resilience, operational
continuity, and financial performance in the
hotel sector in the USA. This study presents a
wider perspective, as it is not only based on
cybersecurity threats, but also on technology
risks related to business outcomes, as previous
studies have focused only on cybersecurity
threats or digital transformation challenges.
The research also makes a contribution by
drawing attention to the strategic value of
'resilience' for hospitality organisations. It
shows that Cybersecurity is not just a technical
concern but a vital business factor that impacts
customer trust, efficiency, and profitability.

Practical Recommendations

The results of this study led to the following
recommendations for the U.S. hotel industry
First, hotels need to bolster their cybersecurity
practices with cutting-edge technology, routine
vulnerability assessments, and ongoing system
surveillance.The first step with any hotel is to
reinforce their cybersecurity structure with top-
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notch  technology, regular  vulnerability
assessments, and ongoing system monitoring.
With  proactive  cybersecurity, significant
disruption can be avoided and valuable
customer data safeguarded.

Second, hotel organisations should create and
keep up to date business continuity/disaster
recovery plans. Such plans should include
backup systems, emergency response plans, and
the clear-cut duties of employees in the event of
a failure of the technology or a cyber incident.
Thirdly, there should be employee cyber
security training programs in the hotel industry.
Human error or mistakes, like responding to
phishing emails or with poor security, is a
factor in many cyber incidents, and raising
employee awareness will help lower the risks.
Fourth, hotels need to thoroughly review third
party technology vendors and make sure that
third party systems comply with the right level
of security. Good vendor control procedures
can mitigate some risks of cloud services,
payment procedures and digital platforms.
Lastly, it's time for hotel leadership to think of
cybersecurity and resilience investments as
business investments, not costs. Creating a
secure and resilient technology environment
can boost customer confidence, minimise
financial losses, and contribute to sustainable
growth.

Limitations and Future Research Directions
While this study offers valuable insights to the
hotel industry regarding technology disruptions
and business resilience in the U.S. hotel sector,
there are some limitations to be noted. The
research is limited to the hotel industry in the
United States and may not be transferable to
other countries or to other sectors of the
hospitality industry. Future research can
compare the cybersecurity problems of various
geographical areas and hospitality
organizations.

The paper is mainly about the relationship
between technology disruptions, resilience and
performance outcomes. Future studies may
investigate further factors, like leadership
influence, organizational culture, adoption of
artificial intelligence, and regulatory
compliance, that can enhance the cyber
resilience.

There is a constant evolution of technology
threats, and future research should explore
emerging threats of Al, Internet of Things,
cloud dependency and newer cyberattack
techniques. Longterm research may help to
gain more insight into the adaptation of a
hotel's resilience strategy over time.

Larger samples and mixed methods could also
be explored in future research, involving
quantitative methods and interview data from
hotel executives, cybersecurity professionals and
technology managers. These methods may help
to offer a more holistic view of the ways
hospitality firms are ready for and react to
potential future disruptions in technology.
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