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Introduction

The topicality of the research: the tourism sector is one of the fastest
growing industries in the world, at the same time it is highly sensitive to various
political, economic, technological, pandemic risks and threats. It should also be
noted that both negative (result of risk factors) and positive (anti-crisis

management system) results are immediate.

To date, the mentioned topic is particularly relevant - global climate
changes, accordingly the activity and scale of floods, landslides and landslides,
the planetary activity of earthquakes and volcanic events, problems related to
the vital problems of providing clean drinking water and oxygen/clean air to the
population of the earth have been added in the last period Such events as world
pandemics, the classic last example of which (Covid-19) practically stopped

world tourism for a certain period of time.

In the tourism industry, depending on the crisis situations (their nature,
character, scale, etc.), information about unwanted events, related to political,
economic, ecological, social and other issues of any place, spreads rapidly,
through many media outlets in the world. Which, along with direct damage,
brings serious additional negative consequences for a specific area. Despite the
certain "historicity” of the main events causing the crises, the impression is
created that with each new manifestation, the protection of specific destinations
(and in the case of a pandemic, the entire planet) from the corresponding
complications, faces serious problems. And in the case of such a sensitive
business as tourism, the results are immediate - potential tourists for a long time
exclude the desired destination (even a specific region and country) from the list
of desired places to visit, because the most important value, for any person, is

personal safety and a safe environment there, where they travel.

Crisis situations have a major impact on the global tourism industry. A

crisis is manifested as an event or circumstance that seriously damages the
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market potential of tourism and at the same time the reputation of a tourist
destination/region. Based on the above, we believe that crisis management is an
important component of systematic management in the tourism and hospitality
industry, which should be adequately used by the public and private sectors, as
well as large, medium and small businesses, as the wrong identification,

assessment and management of risks can lead to any A problem of scale.

The degree of relevance is increased by the tourism industry itself, as a
multi-faceted, clustered association, as a general attitude, to various
manifestations of crises, as well as from the specific, crisis, features of its separate
component, which, depending on the main purpose of the work, we have

dedicated a separate sub-chapter (2.2).

At present, environmental crises are the most important challenges of the
twenty-first century (sustainable development - "Agenda for the 21st century" -
Rio - 1992 and subsequent activities of the United Nations until today - the last
international targeted activities St. Glasgow and Cairo summits 2021-22 ).
However, it should be noted that tourism, as the main user of natural
recreational potential, is particularly sensitive to natural cataclysms, pandemics,

and man-made events.

Based on the above, it is extremely important that all types of
management entities in the tourism industry, as well as all tourism companies,
have pre-developed crisis management plans in order to avoid possible losses,

including the risk of liquidation of the business itself.

The aim and objectives of the research:

The purpose of the study: is to study and analyze the relationship of the
tourism industry, as a multi-functional cluster formation, to crisis events and, as a
result, to develop a conceptual model of appropriate crisis management for

tourism companies.

In order to achieve the set goal, we definitely considered solving the

following tasks:
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- Formation of the theoretical-methodological base of research:
systematic analysis of scientific-methodological and practical materials related
to crisis management in the tourism industry, including: manuals, international
and local studies, reports of international organizations, state management

bodies, legislative and other normative documents;
- Clarification of definitions and content of tourism industry and crises;
- identification of structural and content components of the tourism
industry and types of crises;
-Identifying the cluster structure and nature of the tourism industry;
- Analysis of international and national experience of crisis management;
- Discussion and analysis of the causes, scales and results of the known
crisis events (Covid 19) that have developed/happened recently in the
modern world (on the basis of relevant international and local studies and
expert assessments);
- formulation of research questions;
- Research planning: determination of design, methods and techniques,
establishment of research limitations;
- Conducting research: obtaining research data. Receiving, analyzing and
interpreting research results;
- Presentation of research results in an appropriate form.
- Based on research results and appropriate conclusions, development of
a conceptual crisis management model for the Georgian tourism business
in general (for the establishment of an anti-crisis management system of

the tourism industry).
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Research questions/hypotheses

Hypothesis 1. The stronger/systematized and effective the relationship
between the legal entities of the value chain of the tourism industry, the higher
the probability of making prompt, correct decisions and obtaining corresponding

positive results in crisis situations;

Hypothesis 2. The more constructive the relationship between the state
and private sectors is in forecasting and analyzing the results of possible crises,
the higher is the degree of resilience of both tourism companies (private sector)

and the state (its separate territories) in any crisis manifestation.

Research questions:

1. Should companies in the tourism industry have a sector-specific crisis

management plan?

2. To what extent will the presence of a crisis management plan
contribute to the reduction/avoidance of expected losses/liquidation in tourism

companies?
3. What impact has the Covid-19 pandemic had on the tourism industry?
4. What issues were identified that affected the continuity of the tourism
industry?
Scientific novelty of the study:

Our scientific research in the field of tourism, in terms of crisis
management, is a new approach that has not yet been sufficiently studied in
Georgia. The results of the research and the analysis of international experience
allowed us to develop a conceptual model of crisis management and relevant
recommendations for handling crisis situations for tourism companies. The

scientific and practical value of the work lies in the fact that

- A conceptual model of crisis management in the tourism industry was
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created for Georgian tourism companies. This crisis management conceptual
model offers tourism companies a systematic and comprehensive approach to
improve crisis management, preparedness, response, effectiveness and overall
resilience. The advantage of the model lies in the fact that it provides a structured
and strategic approach to the mitigation of crisis situations for tourism

companies.

- Virtually the first work on crisis management in the tourism industry,
based on Georgian reality, in Georgian language, was created, which will make
accessible, research-based, analyzed information about crisis management in the

tourism industry.

- Based on the results of the research, it was determined what results can
be obtained from different types of crisis situations and how much importance
and influence the anti-crisis strategy developed on a scientific basis can have,
the appropriate management structure; How significant damage can be done to
tourism, as one of the priority sectors of the country's economy and the leading

component of cluster development.

We believe that the results of the research and the analysis of
international experience will allow us to develop an appropriate conceptual
model and recommendations to alleviate crisis situations, both for the Georgian

tourism industry in general and for tourism companies in general.

The theoretical and/or practical importance of the work -The creation of
a conceptual model of crisis management for tourism companies will be
interesting both for the tourism industry (generally for any type of tourism
service providers or executive organizations), as well as, first of all, for the state
emergency management and other anti-crisis services, generally working in
management, or studying this field, as well as mentioned For people of any

profession interested in issues.

Most importantly, the study of crisis management in tourism and the

analysis of the results of the research carried out within the scope of the work
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will allow individuals and legal entities working in the mentioned field to
analyze the need for a crisis management plan in tourism, which will help them

to make appropriate, correct decisions during the fight against crisis situations.

Publication of the work. 4 articles have been published on the research
topic (one in Georgian and three in English). Reports have been made at 4

international scientific conferences.

Approbation of the work - the conceptual crisis management model
developed for tourism companies within the framework of the research was
presented at the 8th International Online Conference on Tourism, CACTUS
2021 - Contemporary Approaches and Challenges of Tourism Sustainability,

reports were made and discussions were held.

Volume and structure of the paper. The paper consists of an introduction,
a literature review, four chapters, 17 Subchapters, conclusions-

recommendations and references. Its volume is 222 printed pages.

41



Chapter 1: Review of scientific literature

(Sub-chapters: 1.1 The essence and definition of crises. 1.2 The tourism
industry - considerations and approaches, 1.3 Global processes causing crises, 1.4
Principles of crisis management in tourism, 1.5 Types of crises and their impact
on tourism, 1.6 The importance of crisis management in tourism, 1.7

International crisis management organizations)

The mentioned chapter talks about the meaning of crises, their
characteristics, their causes starting from the organizational level and ending
with the global processes that often become the cause of this or that global crisis
or danger for people. On the peculiarities of crisis management and anti-crisis
management in general. as well as global processes causing crises and their
consequences. The types of crises are characterized, namely financial, economic,
ecological, socio-demographic, military-political, etc. crises, (COMCEC, 2017)
their specifics are analyzed and concrete real examples of different types of crises

from the recent history of the world are given.

In this chapter, the importance of crisis and risk management is presented
and analyzed, risk functions, characteristics, assessment, management, approach
and identification issues are discussed. It is about the principles of crisis
management in tourism, as well as international crisis management
organizations, whose role is great in the fight against global crises. The chapter
mentioned in the paper talks about the most common international models of

crisis management in the tourism industry.

Given that the tourism industry is characterized by a diverse nature and
the reduction of tourist flows depends on perceived threats, which are directly
related to current, expected or potential crises. The management of the tourism

crisis should depend on four main principles (Faulkner, 2001):

coordination. The tourism industry includes a complex of public and

private sector organizations. Thus, there is a clear need for a coordinated
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approach involving, for example, local businesses, overseas tour operators, the
relevant national tourism organization and even government agencies (such as

those providing travel advice in tourist countries).

Cooperation. In addition to coordinating the diverse elements of the
tourism system, all organizations involved in disaster or crisis management must

be prepared to cooperate.

Communication. Crisis management is often hampered by a lack of
communication, and a crisis can be exacerbated by a lack of information or the

spread of misinformation.

obligation. All parties involved in developing a crisis management plan

should be committed to it, especially in terms of preparedness levels.

Today, international crisis management organizations have an important
role in managing and responding to emergency situations (Goda, 2016) namely:
the United Nations Office for the Coordination of Humanitarian Affairs
(OCHA), the World Health Organization/WHO, the United Nations Children's
Fund (UNICEF), the United Nations High Commissioner for Refugees (UNHCR),
the International Civil Aviation Organization Organization (ICAO),
International Committee of the Red Cross (ICRC), European Civil Protection
and Humanitarian Aid Operations (ECHO), International Monetary Fund (IMF),
United Nations Office for Disaster Risk Reduction (UNDRR).

This chapter also discusses the most common international models of
crisis management, which are adapted to the specific challenges and
characteristics of the sector, namely, 1. The tourism crisis management model,
which in turn consists of three stages of management: the pre-crisis stage, the
crisis response stage, and the recovery stage. 2. Tourism sustainability model,
which consists of four stages: anticipation, response, recovery and adaptation
stages. 3. Crisis communication model, which includes stages of preparedness,
response and recovery. 4. A four-phase model, which includes the stages of

prevention, preparedness, response and recovery. 5. An integrated approach to
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crisis management, including risk assessment and planning, prevention and
preparedness, crisis response, recovery and rehabilitation, learning and
continuous improvement. 6. The Business Continuity Management (BCM)
model consists of the following management stages: risk assessment and business
impact analysis, business continuity planning, crisis response and activation,

recovery, testing, training and continuous improvement.

Tourism has been one of the sectors most affected by the Covid-19
pandemic, which has had an unprecedented impact on the world economy, the
livelihoods of individual countries, public services and opportunities on every

continent. (Van Hecke, 2021)

Restrictions on international, regional and local travel immediately
affected the national economy, including the tourism industry, i.e. international
travel, domestic tourism, day trips and other segments such as air transport,
cruises, public transport, hotels, cafes and restaurants, festivals, meetings or
sports events. As a result of the crisis, international air travel has slowed rapidly
and many countries have imposed travel bans, closed borders or introduced
quarantine periods, all of which have affected international and domestic

tourism and drastically reduced the number of travelers.

It is noteworthy that the COVID-19 pandemic has had a significant and

lasting impact on the tourism industry worldwide. In particular:

1. Travel restrictions and border closures: These measures have greatly
reduced international travel and tourism as people are unable or unwilling to

travel due to fear of contracting Covid-19.

2. Decline in tourist arrivals: Due to travel restrictions and people's

concerns about safety, tourist arrivals have declined dramatically.

3. Airline Industry Challenges: Travel restrictions and reduced passenger
demand for airline tickets have forced airlines to cancel flights. Many airlines

faced financial difficulties, which led to layoffs and even bankruptcy.
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4. Hotel and attraction closures: Lockdown measures and social
distancing guidelines have forced many businesses to temporarily close or

operate on a limited basis.

5. Job Losses and Economic Impact: The tourism industry is one of the
major and largest employers globally. The pandemic has caused widespread job

losses.

6. Changing traveler behavior: The pandemic has led to a change in
traveler behavior and preferences. People have become more cautious about

traveling and health and safety issues have been given special priority.

7. Digital transformation and innovation: The pandemic has facilitated
the adoption of digital technologies in the tourism industry faster than it might

have otherwise.

8. Long-term changes and recovery: The long-term impact of the
pandemic on the tourism industry is far from over. The industry continues to
undergo significant changes, including a focus on health, safety and resilience to

future crises.
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Chapter 2: Research Methods

The second chapter of the paper (subchapters: 2.1 description of research
methods, research design and operationalization, 2.2 research limitations, 2.3
research ethics issues) presents the methodological apparatus of the research we
used, which is based on the use of qualitative and quantitative research methods,
appropriate research techniques. In this part, our task was to correctly select
both the research methods and the necessary research techniques and to develop

an adequate research design.

In order to test our hypotheses and research questions, we considered it

necessary to conduct research in several stages:

In the first stage, using the qualitative research desk research method, the
world-known crisis management models, the role of international crisis
organizations and the world experience in crisis management are discussed and
analyzed. The desk method of collecting information based on secondary sources
is also used, and in our case, scientific articles and current studies, books, reports,
statistical information were used, which allowed us to present and generalize a

wider picture.

At the second stage, we considered the qualitative method of research to
be relevant for the study of such issues as the experience of successful countries
abroad in the direction of crisis management, in particular, we used the analysis
of a practical case (case study), where we identified several specific countries and
sought information about what they did. And how specific countries were able

to fight the crisis.

In the third stage, we used a quantitative research method, the purpose
of which was to collect data, analyze and generalize the answers. The mentioned
research method helped us to determine the extent to which the predictions
proposed in our research questions corresponded to reality. Also, the research
allowed us to reveal the challenges and problems faced by Georgian tourism

companies during the crisis caused by the pandemic. In the conditions of the
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pandemic, preference was given to filling out the structured questionnaire in
electronic form. Based on the purpose of the research, tourism companies
operating in Georgia were taken as the object of the research. 40 Georgian
tourism companies participated in the mentioned research. The survey was
conducted through a structured questionnaire posted on Google Doc. As part of

the research, the questionnaire was sent via e-mail.

In the fourth stage, the qualitative research method was used, namely the
in-depth interviewing method, which included remote interviews with the
founders and directors of tourism companies operating in Romania through a
semi-structured questionnaire, using the Zoom platform. As part of the research,
6 foreign (in particular operating in Romania) tourism companies were
interviewed. The data obtained as a result of the interview were analyzed, the
main themes related to the subject under study were identified, appropriate
conclusions were made and an appropriate analysis of the obtained results was

prepared.
The research process was accompanied by certain limitations, namely:

* In the Internet space, additional funds were needed to obtain some
specific information and statistics, or the data were not comprehensive and

informative.

* due to the covid pandemic, the existing regulations limited the
possibility of receiving information on time, the majority of tourist companies

had switched to the online mode;

* The main limitation of the research was that since the research period
coincided with the crisis caused by the global pandemic, Kovid-19, therefore,
within the limits and regulations imposed by the pandemic, the research
component was implemented remotely, in order to protect security measures as
much as possible. The mentioned limitations did not affect the formation of the
results of the research, because the information obtained from the research was

sufficient to draw the appropriate conclusions.
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Participation in the mentioned study was voluntary and confidential.
Confidentiality and the principles of research ethics were respected in all three

stages of the research.
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Chapter 3: Results of the study

In the third chapter of the paper (subchapters: 3.1 Analysis of
international experience of crisis management models in the tourism industry,
3.2 Global pandemic Covid-19 and its impact on the tourism industry, 3.3
Research of crisis management processes in Georgian tourism companies, 3.4
Research of foreign experience of crisis management, 3.5 Research of crisis
management processes in Romania in tourism companies) - the research results
are presented, namely: the analysis of international experience of crisis
management models in the tourism industry, where the most extensive
international crisis management models in the tourism industry, which are
adapted to the specific challenges and characteristics of the sector, are discussed.

In particular:

1. Crisis management model for the tourism industry - The crisis
management model in the tourism industry provides a systematic approach to
crisis management in the tourism industry. It emphasizes the importance of
preparedness, effective response, recovery and learning. This model recognizes
that crises can have severe impacts on tourism destinations and businesses,

requiring comprehensive strategies and collaboration between stakeholders.

2. Tourism Resilience Model - The Tourism Resilience Model focuses on
building "resilience" to effectively manage and recover the tourism industry
from current crises. It recognizes that crises are inevitable but can be mitigated

through proactive measures and adaptive strategies.

3.Crisis Communication Model- The crisis communication model
specifically addresses the communication aspect of crisis management in the
tourism industry. Effective communication during a crisis is essential to reduce

negative impacts, maintain stakeholder trust, and facilitate recovery.

4. Four-Phase Model - The four-phase model is the most commonly used
crisis management model in the tourism industry, which includes the following

management stages: prevention, preparedness, response, recovery.
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5. Integrated approaches to crisis management - there is no widely
recognized crisis management model in the tourism industry, which is
specifically called the "integrated crisis management model". However, an
integrated approach to crisis management is often used in the tourism sector,
which involves combining elements of different models of crisis management in
the tourism industry. namely risk assessment and planning, prevention and
preparedness, crisis response, recovery and rehabilitation, learning and

continuous improvement.

6. Business Continuity Management (BCM) Model - The Business
Continuity Management (BCM) model is a complex approach to crisis
management in the tourism industry. It is focused on ensuring the continuity of

business operations during and after a crisis.

In the same chapter, several approaches and strategies for analyzing the
international experience of crisis management, best practices and appropriate

response methods are discussed.

The second sub-chapter of the third chapter analyzes the global
pandemic Covid-19 and its impact on the tourism industry, in particular the
reality since its spread and a number of issues that literally "stopped" the tourism
industry and the activities of the organizations/companies included in it in 2020.
The same chapter also talks about the long-term challenges that have had a great
impact on the tourism sector during the pandemic. Specifically, such as: travel
restrictions and border closures, declining tourist arrivals, airline industry

challenges, hotel and attraction closures, job losses, economic impact, and more.

The study of crisis management processes in Georgian tourism companies
- this sub-chapter is presented in the form of relevant conclusions and findings

through the analysis of the research conducted in Georgian tourism companies.

In the sub-chapter, the study of foreign experience of crisis management
- the international experience of crises and disasters is discussed, with real cases,

the response of a specific country and the expected results.
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A study of crisis management processes in Romanian tourism companies
- a study of Romanian tourism companies, in-depth interview analysis with

relevant conclusions and summaries is presented.
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Chapter 4: Evaluation of research results and scientific conclusions

In the fourth chapter of the paper (sub-chapters: 4.1 Development of a
conceptual model of crisis management for Georgian tourism companies, 4.2.
Perspectives of using the conceptual model of crisis management) - evaluation
of research results and scientific findings, in the first sub-chapter a general
conceptual model of crisis management is developed for Georgian tourism
companies, which includes crisis management, elements of effective
communication, operational response, tourist safety and continuous learning

and improvement.

The advantage of the model presented in the same subsection lies in the
fact that the general conceptual model of crisis management provides a

structured and strategic approach to dealing with crises for tourism companies.

This crisis management conceptual model offers tourism companies a
systematic and comprehensive approach to improve crisis management,

preparedness, response effectiveness and overall resilience.

The second sub-chapter presents the scientific findings and news
obtained as a result of the conducted research and the confirmation of the
research hypotheses. The advantage of using a conceptual model of crisis

management is also presented.

The advantage of the mentioned crisis management models lies in the

fact that with their practical application tourism companies can:
- become stronger against potential crises,

- To mitigate their influence and build trust among both customers and

employees.
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Conclusions & Recommendations

The tourism and hospitality industry is a cornerstone of the local and
global economy. Every year, large-scale disasters cause physical and financial
losses to organizations and various tourist destinations. How quickly an
organization and a tourist destination can return to normal after an incident

depends on the crisis management plan developed in advance.

Events such as the ongoing war in Ukraine and Russia, a global pandemic
starting in 2020, the Amazon fires, Hurricane Ida in 2021 in the central and
southern states of the USA, floods in Europe, in particular Germany and
Belgium, China and Canada, a devastating cyclone in India and In Bangladesh,
reports that air pollution levels in major cities in India, China, and the United
States are several times higher than acceptable levels, and other disasters make
us think even more about the importance of universal vigilance and crisis

preparedness today.

We think that neglecting crisis preparedness in today's world, where
global crises are a daily painful reality, means a risk that can turn into a real crisis
at any time or, at worst, a disaster. It is also worth noting that crisis management
and knowledge of its nature is a competitive advantage in business in general

and in the tourism industry in particular.

Although we mainly focus on and discuss the negative impact and
consequences of the pandemic in the tourism business, it is also important and
worth noting the fact that along with all of this, quite interesting issues have
been identified for the improvement and development of the business, including

the fact that:

1. Most of the tourism businesses have understood and recognized that
the predetermined crisis management plan is an important and necessary

document in every organization;
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2. The role of active communication and targeted information in the

process of customer relations is very important;

3. Today's necessity is to adapt business activities to the digital world,

which in itself allows companies to raise awareness and attract more customers.

Based on the research, the issues that were an equally important problem

and challenge for the tourism sector as a whole were highlighted:

During the crisis period caused by the pandemic, in a financially unstable environment,
the minimization of costs was carried out mainly at the expense of staff reduction;
Difficulties related to the management of human resources were highlighted as much
as possible during the crisis period;

Lack of crisis management plan and relevant experience, in some cases, caused

insurmountable problems.

As we can see, based on the study and analysis of the problem, it is a fact
that most of the companies, during the beginning of the pandemic, did not have
a pre-defined crisis management plan, which I think would help them to
alleviate the damage caused by the pandemic crisis. Of course, this issue does not
apply only to Georgian or Romanian companies (whose research I personally
carried out), but the analysis of world practice showed us that our society was
simply not ready for specific/targeted actions in such situations. Also one of the
most key issues was financial instability, which was also caused by consumer
concerns and behavioral changes at the beginning of the crisis, their quick

decisions to cancel planned/booked tours.

The tourism industry, especially the building blocks of the tourism
industry, such as hotels, were practically doomed in the initial stages of the
pandemic, but later some of them were involved in the measures taken by the
state to isolate the sick and their financial situation improved relatively.
Uncertainty, in the background of constantly changing and wupdating

information from both the tourism businesses and the consumer, has
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complicated the communication between the consumer and the tourism

business.

As a result of the analysis of the qualitative and quantitative research
conducted within the framework of the thesis, the presented scientific
hypotheses were justified. The aims and objectives of the paper have been

achieved.

The paper correctly presented the essence, specificity and complexity of
the research problem. I believe that the results of this paper should be a

motivator for tourism representatives, the government and people interested in

this field.

At the end of the thesis, in the form of final generalized
recommendations, I would like to formulate the scientific findings and
innovations, which, in my deep belief, should have not only theoretical, but also
highly necessary practical-pragmatic value for the tourism industry and tourism
companies, as well as, and perhaps most of all, For both national, regional and

municipal services of state administration:

Recommendations:

1. Prediction of crises. A state institution with the appropriate status and
authority (it can be subordinate to the parliament or the prime minister,
equipped with modern technologies, with wide international connections)
should conduct regular monitoring in the entire territory of the country,
depending on the complexity of the terrain, the instability of the hydrological
network and the high energy potential, the high level of seismicity and from the
catastrophically unpredictable nature of climate change. The results of
monitoring should be prepared promptly and the results of regular, highly
qualified review should be provided to the relevant decision-making state

institutions (within the framework of constitutional measures);

2. Anti-crisis management planning. It is necessary to develop a

comprehensive anti-crisis management program based on the conclusions and
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recommendations prepared by the appropriate crisis forecasting service.
Depending on the nature of possible crises, proactive and reactive planning
should be carried out to reduce damage and improve crisis response. Factors
considered for proactive planning (pre-emptive planning) should include the
development of a written crisis management plan, cooperation Involvement of
employees from the development of the plan to its implementation and their
appropriate preparation. However, in reactive (without prior initiative or
preparation, dealing with a fact that has already occurred) crisis planning, factors
to consider may include developing a written marketing plan, working with the

media, and assessing organizational resources.

3. Crisis management plan. Based on the materials and recommendations
developed by the crisis forecasting and management service(s), an appropriate
working group should be organized and the company's crisis management plan

should be developed at all possible sites of the tourism industry.

The crisis management plan is one of the most important tools for the
insurance and survival of organizations in the crisis period. This plan should
clarify the goals and objectives of crisis management, provide a complete analysis
of threats and provide a time-bound mechanism for the phased implementation
of strategic and operational plans for managing the situation. An effective plan
of action must be clear to all those involved in its implementation to avoid
unnecessary complications. The crisis management plan must be effective, in
other words, the funds allocated for the operation of the crisis forecasting and
management group must not exceed the expected costs caused by the process of
the estimated implementation of the crisis management plan. It is desirable to
update the crisis management plans annually depending on the actuality of the

possible crises.

When we talk about the crisis management plan, it is important that this
plan is tailored as much as possible to the specifics of the business and that it is

an integral part of the overall development strategy of the company operating in
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the tourism business, which should include both financial and human resource
management issues during the crisis period (conditionally, ways to accumulate
reserve resources , it is also important to include a human resource management

strategy adapted to cost and crisis situations).

4. Teaching analysis and management of crisis events. It is important to
be educated about potential crises affecting tourism. Here we can focus on the
specifics of the alleged crisis events in Georgia, which include economic,
political and ecological, military-political crises, as well as the recent Covid-19
pandemic as an example, on the alleged pandemic complications. Moreover, for
such a small country as Georgia, the mentioned pandemic brought heavy social
and economic consequences. Accordingly, I believe that the managing managers
of organizations of the tourism industry should undergo targeted training and
special training in response to specific types of crises, in order to be able to make
correct and operative decisions in a specific crisis situation. In addition, middle
and lower-level managers and employees should be involved and trained in all

levels of preparedness for a potential crisis.

5. Management of human resources in times of crisis. Against the
background of the pandemic, the psychological portrait of people is very
negative in itself, which is mainly caused by fear, a sense of danger and
information uncertainty, which causes them to be demotivated. Companies in
the tourism industry and human resource management managers, depending on
the specificity of the pandemic crisis, must study and take into account all the
issues, including psychological factors, which can have a great impact on
employees during the crisis. To adapt the company's operation to the new
regulations and rules as much as possible from the point of view of need and cost
reduction. If necessary, move the activity to remote mode. During the crisis, it
is also important to adapt the human resource management policy to the
recommendations of local and international organizations in order to facilitate
the work of the personnel in the background of the climate change created in

the organization.
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6. Accumulation of funds/reserve budget - it is very important for the
company to have a pre-determined amount of accumulated money/the so-called
budget. For a "black day", in this case for a crisis, which can be used throughout
the period of the crisis, in a predetermined and approved manner, with a
concrete purpose, it will be necessary to cover the cost of human capital or other,

fixed and/or unforeseen cost of the company.

7. Crisis communication. Communication in tourism, especially in times
of crisis, involves gathering, analyzing and disseminating information related to
emergency or other situations. Effective crisis communication protects an
organization's business and reputation by accurately and timely communicating
the context of a specific form or public interest incident. Communication is
important for making decisions under information pressure, reducing perceived
risks and improving crisis response. Communication should reflect stakeholders'
priorities, values and experiences and should contain accurate and timely
information. Transparent communication during a crisis is a key parameter for

building trust.

8. Crisis response strategy. The speed and agility of tourism industry
leaders depends on the quality of their training and knowledge. So often

organizations tend to be reactive and focus more on recovery than prevention.

A responsive crisis preparedness strategy for a destination includes
communication and collaboration with stakeholders, which includes such
communication activities as engaging in interactive dialogue with tourism
stakeholders, offering timely and reliable information, working with reliable

sources, communicating in the early phase and during the crisis.

9. Post-crisis strategy. Just as important is a pre-crisis management plan.
Tourism recovery from crises is critical to the financial success of the affected
areas, as well as the regional and global economy. Recovery can mean cleaning
up a tourist site, rebuilding infrastructure and offering economic assistance, legal

relief to businesses.
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Recovery is quite a challenge for the state as a whole, as well as for any
organization, because it is quite possible that the organization will never reach
the pre-crisis level. Therefore, recovery, in this case, should be focused only on
achieving a stable level of business. In addition, in some cases, the damage to
tourism resources and infrastructure can be so significant that it becomes

impossible to restore it.

10. Sharing the best practices of other countries - another important issue
for any country, including Georgia, is the sharing of knowledge, practices and

experiences of other countries.

Although the pandemic has affected all countries in the same way and
caused great damage to the tourism business, it is important to understand that
all countries have had different management experiences and outcomes. Some
countries adapted to the crisis more easily, while others took longer to recover
from the crisis. Qualified study of collective knowledge, collective experience,
printing and circulation of relevant theoretical or practical materials,
organization of joint seminars, workshops, thematic-targeted conferences,
trainings and training courses, so that the experience and practice of individual
countries become a collective good for everyone in better dealing with possible

future pandemics.
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