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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	1. Give short answers to the following questions:
i. What is a crisis?
A crisis is any natural or man-made act, event or situation whose outcome leads to a serious decline in visitation to a tourist facility, attraction or destination.

ii. What is a crisis management?
Crisis management is the application of strategies designed to help an organization deal with a sudden and significant negative event.

iii. What does a crisis management plan consist of?
A crisis management plan consist of:
· Planning in detail for responses to as many potential crises as possible
· A list of major contacts in case of emergencies
· An assigned duties and a chain of command for making  decisions
· Implementing monitoring systems and practices to detect early warning signals of any foreseeable crisis
· Providing training for crisis management team.

iv. Outline the security measures that should be taken to safe guard tourists from any crisis.
· Be involved in defining security procedures
· Designate a National Tourist Safety and Security Focal point
· Maintain a working relationship with other departments responsible for safety and security
· Train staff in security issues.
· Implement tourism police and emergency call centers.

v. What steps should the management take in order to minimize the damage caused by crisis situation?

2. ‘Communication is very important during crises’. Discuss this, in detail.
Developing a crisis communication programme is the preliminary process whereby possible crises are identified and consequences worked through in order to provide guidelines for a practical communication system that is adaptable for any crisis situation to help avoid or diminish the impacts of the crisis. The following must be followed must be taken into consideration when communicating:
· Tell it fast and try to meet media deadlines: as you aware that news travels fast, you need to be in a state of releasing any information as soon as when the media needs it. You need to be able to answer five questions in a second, questions like’ who, what, where, when and why. Where you are not certain do not lie just tell them you will update them as soon as the required information is available.

· Remember the Victims: always remember victims if there is any, and also you need to have a checklist with you so you check against it to see who is missing or trapped. Remember to comfort the family of the victims.
· Be Honest and Transparent: follow the organization’s policy and say what you know, do not attempt to hide things and do not lie. Answer the media questions with facts, be honest and tactful, do not hide information and also do not apportion blame.

· Network with other news sources: stakeholders such as disaster relief, police, hotel associations, airlines, tour operator groups and WTO need to informed as well.


· Establish a media centre: be ready to brief the media/ in case of crisis the media will immediately descend upon you. You have to be ready with a room equipped with phones, desks and data lines.
· Cover all subjects that are important, answer the media questions with 


Case Study

Read the passage given below and answer the accompanying questions:
In 2002, a devastating fire broke out at a ‘food festival in India,” resulting in the death of three workers and injury in a few tourists. This alarming situation lasted for more than eight hours, before the fire was finally put off by a contingent of firefighting brigades. The situation caused panic in the area and neighborhood, among media men and general public including hampering the traffic for several hours. This unfortunate outbreak of fire was attributed to the PEC’s (Tourism Management Company) and negligence and lack of adequate firefighting facilities.
i. What strategies would you adopt to keep up PEC’s image clear?
I would choose Being Pro Active in Communication
I would quickly inform the journalists about recovery plans and how long are we going to take to stabilize the situation. On top of that I’m going to continue handing out copies of speeches, photos of the situation and also maps to the affected area.

ii. List the target audience you would address.
· Affected tourists
· Employees of the food festival
· Relatives of the deceased
· Residents of the area

iii. Briefly mention the results you expect out of a crisis management activity.
I think the best thing to do is to evaluate security procedures, going through the security systems and check if all is in place and working.

The crisis management should promote quality through feedback from survey results associated with tourists’ perceptions. If there is any other place where tourists can be taken, this is the right time to do so.
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