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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: (10)
i. What is a crisis?
A crisis is any unexpected event that affects traveller confidence in a destination and interferes with the ability to continue operating normally
ii. What is crisis management?
Methods for assisting in retaining traveller confidence in the travel industry, and to limit the impact of the crisis on the location.
iii. What does a crisis management plan consist of?
First-class communications, which are based on honesty and transparency, is the main factor that leads to successful management of any crisis. however, other measures also have to be considered, in particular: 
A) Communications; 
B) Promotion; 
C) Safety and security; 
D) Market research 
To help WTO associates with this development, the following guidelines put forward the actions which need to be taken: 
· Prior to the crisis; 
· During the actual problems; 
· Immediately following a crisis 
iv. Outline the security measures that should be taken to safe guard tourists from any
crisis.
The best way of tackling their impact is to be thoroughly prepared, putting a Communications Strategy in Place:
· Designate Spokespersons 
· Prepare A Crisis Management Plan 
· Establish a Press and Communications Department 
· Pay attention to local media
· Communicate Regularly With Media
· Train Spokespersons in Safety and Security Issues
v. What steps should the management take in order to minimise the damage
caused by crisis situation?
A) Communications From The Front Line
• Be Honest And Transparent
• Do Not Impose a News Blackout
• Establish a Media Centre
• Act Fast
• Remember the Victims
• Avoid Speculation and Categorical Reassurances
• Put the Crisis Into Context
• Challenge Untrue Statements
• Use the Media Spotlight to Highlight Positive Aspects
• Place Information about the Crisis on the Website
• Network With Other News Sources
B) Hard decisions about promotion
• Communicate Directly with the Travel Trade
• Change Promotional Message to Address Safety Concerns
• Press Ahead With Promotional Events and Travel Shows
• Seek Increases In Promotional Budget
• Initiate Financial Assistance and/or Fiscal Measures To Support Tourism Companies
C) Ensuring Security
• Set Up a Hotline
• Monitor What Is Being Done To Improve Safety and Security
• Coordinate With Security Services For Media Access
• Communicate Internally
D) Quick Research Tactics
• Get To Know Your Visitors
• Monitor Media Reports
2. ‘Communication is very important during crises.’ Discuss this, in detail. (10)
The most important thing is to safeguard your integrity, follow a policy of full disclosure regarding what you know and what is not certain, the clients should know they can trust you and be sure of what is exactly going on. If they lose trust, they will not use the business services anymore and that will spread over.  Pass on facts in a non-patronizing fashion. 

You should be open about it, not providing information to the media will take your chance to express your viewpoint away, and it will lead the media to get the information elsewhere, frequently from people who are not as careful with their words as you might be. Avoid speculation.

Do not allow your key partners to depend on the media for information on the crisis. Offer details regarding the scale of the crisis, what you are doing to help the victims (highlight the positives), what the security services are doing to control the crisis and what steps are being taken to avert such problems from occurring again. 

Case Study (10)
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 neighbourhood, among media men and general public including hampering the traffic for several hours. This unfortunate outbreak of fire was attributed to the PEC (Tourism Management Company) and negligence and lack of adequate firefighting facilities.
· What strategies would you adopt to keep up PEC’s image clear?
1. Rebuild the company image:
Be Pro-Active in Communications 
Highlight what you are doing so normality can be restored quickly to the local tourism industry.
Look for Positive News 
Focus news items to show normalcy of tourism activities
Anticipate Legal Actions, etc.
2. Flexibility In Promotion 
Create Special Price Offers 
Quickly Shift Promotion to Most Promising Markets 
Take travel advisors seriously Get in touch with governments that put out travel bulletins that speak against the destination. Offer a regular update about the information on the crisis, which includes details like the precise location of the incident, steps being taken to make the area more secure and places that are safe for travellers to visit. Begin lobbying the government and ask representatives to evaluate the situation first-hand.
Intensify cooperation
3. Security for the Future
Evaluate Security Procedures 
Push To Improve Quality Of Services And Facilities 
4. Using Research Effectively 
Survey Generating Markets about the Perceptions of Your Destination 
Research potential future customers and run a survey of your travel partners in the major source markets, in order to assess their preparedness to travel also for information regarding their perceptions or fears of your destination. Passing this information to promotion officers will enable them to mould campaigns to repair any damaging views. To be able to alter perceptions, it is vital to first know exactly where you stand.
· List the target audience you would address.
Local and social media, victims and people affected, clients.

· Briefly mention the results you expect out of a crisis management activity.
[bookmark: _GoBack]People may take time to rebuild their confidence in the business, but if you open up about it, and show to your clients that you care, that you are taking measures, working with the victims, trying to improve would help to the recovery. Media will probably try to bring you down to create polemic, so it is very important to sort out and use your social contacts, and tell your version yourself as soon as possible. 
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