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DEDICA

€ Tourism Crisis Management I nstit
ontinue our dedication to Bernie Machen, President of
sity of Florida. It was his vision and commitment to
e importance of tourism and crisis management which
Institute possible!

VISION
of the TCMI is to be the premiere North American
risis Management Institute proving innovative, schq
pplied researalriven service to private and public se
ty research is facilitated through interdisciplinary te§
with experience and knowledge in problem solving

MISSION

on of the TCMI is to develop research driven solutions
at address reduction, readiness, response and recovery
ocal, national and global tourism economies.




LETTER FROM THE DIRECTOR

As we move into our fourth year, the Tourism Crisis Management Institute has matured with multiple partners,
have enabled us to make significant contributions to the Industry over the past year. These partnerships include
ganizations and institutions that represent the private, public and academic sectors.

We would like to recognize and offer thanks to all of our partners, namely, Dr. Siva Srinivasan (UF) and Dr. Coreljln
Matyas (UF), Dr. Jorge Villegas (University of lllinois, Springfield), Dr. Walter Klages (Research Data Services), MS.
Joni Newkirk, Mr. Scott Sanders, and Ms. Amy Elliot (Integrated Insights, Inc.), Dr. Suzanne Cook and Mr. Denrg§s
Petroskey (United States Travel Association).

Our next fiscal year is exciting, as we have multiple projects scheduled especially with respect to the Gulf Oil Spjll
economic recovery initiatives. More specifically, we propose to better understand the impact of the Deep Water Hori-

zon Oil Spill on Floridaés tourism industr yvisdgonsd prjovi de
alike. In addition, to determine the best predictor of why visitors may actually travel to the affected destination arjd

their economic impacts to the region. Our current Jr ese:
greatly altered due to the spill and the medi ads dover :

relationship with Research Data Services in Tampa, Florida and continue to monitor the impacts on tourism.

We also look forward to hosting our 1st Annual Tourism Crisis Management Leadership Workshop in Oc&iher 1
2010 at the new Downtown Hampton Inn in Gainesville, Florida. We have invited excellent experts from the privgte,
public and academic sectors and we anticipate a successful inaugural workshop. In the coming year, we hope td con-
tinue our initiatives and keep making a positive impact for the tourism industry to mitigate the economic, environ
mental and social impacts of crises.

Stay with us over the next yearé we hope to see ydu at
ing!

Sincerely,

Lori Pennington - Gray

Lori PenningtorGray, Ph.D.

( EXECUTIVE TEAM _ \

Elaine McLaughlin, MPA, CDME _ Ignatius Cahyanto, M.S.
Director of Strategic Operations [ 4/ TCMI Research Associate
emclaughlin@hhp.ufl.edu Ignatius@hhp.ufl.edu

Lori PenningtorGray, Ph.D.
TCMI Director
penngray@hhp.ufl.edu

Brijesh Thapa, Ph.D.
TCMI Co-Director
bthapa@hhp.ufl.edu
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Ing the Factors that Influence the Evacuation

of Florida Tourists when Hurricanes Strike!
Funded by: Eric Friedheim Foundation

Findings: Stated Preference Survey
al of this research was to understand how The figure below outlines factors thatn f
s tourist groups process hurricelated decision making witlegard to voluntary e
ading to their evacuation decisions. Especialgnt of a hurricane.
empted to identify factors that influenced tour-
evacuati on deci si onRecommendatione event of
Emergency Management Agencies and L
dinate efforts to provide better informatio
n was conducted during the hurricane seasmurists should do if a hurricane strikes.
, 2009. Two modes of data collection wereaccommodations may also need to prepa
) Focus Group Interviews (n=9)and(2) | i nes t o accommoda
ence Intercept Interviews (n=465). The survayes.
inistered and was conducted at multiple sites
d Clearwater St. Petersburg. The findings from the survey suggest tha
many tourists may need extra time for ev
us Group more time may be needed to evacuate to
up yielded eight dominant themes with re-DMOs and Emergency managers need fc
kelihood to evacuate from the current destjpravide tourists with information during h
ce and time from hurricanes, 2) Likelihoodbn shelters, social media and estep shopy
py the hurricane, 3) Mode of transportationwhich would aid in improving the evacuat
4) Ability to get out of destination (plane ortourists.
Presence of family (with them or not), 6)
(highway accessibility), 7) Shelter
ood, water, distance), 8) Source of informa-
, Weather channel, hotel, etc)

Factors that influence
the likelihood of
Female S0l tourists to voluntarily
evacuate

Severity of  Lack of

Risk averse 5
Hurricane  Knowledge

Higher ot

Risk experience 1
Perception B “
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tifying Best Practices in Crisis Communi

Creating a Tool Box
Funded by: United Nations World Tourism Organiz

Tags: Hurricanes / Travel Storms / Caribbean Travel / — All Tags

oject is part of t he CarbbeanTourismAttempts Post-
Hurricane Rebound

September 6, 2007 at 9:45 AM | by ced138 | 0 Comments

ols for Destination Management Organizations
5is communications effectively. TCMI
cted by The Dexter Koehl Group, LLC.

interviews to gather information from i
axecutives with regards to their

handling crises, especially their lessons
munications.

. to
athies T
rs sYMP arget of
.‘“\s‘e“ O“e ds\Cgp\]\'\Qm 5:;;;'2?:8.;73 lackman gypt bombS:
t.‘ms. i 5‘2 06 \700+ wor * Tuesday, Apqi 95, 2006
Jordan

e Risk Information Behavior while in the
Funded by: ASTA Holland America Line
Graduate Research Scholarship

jnatius Cahyanto, PhD student

1 project will specifically examine the relation-
et ween t o u-spécHidbsliéf, regdegantg ol
ence, current knowledge and relevant channe :gl:' . Confimation fr
BN O Ur i St SO C 0Nl iMaeacond] [actve
Cahyantob6s doctor al ":::;;:?:mm ] Indvidlriskmanagement .
[ Jr f e [T s | (o™ [
stions Current : \ T AAA A |acion | i
knowledge f
s the relationship b i o [ [oasve ]
ith their confirmatory effort? beliefs | S
S the effect of toOoUTIM ommmain
t with regard to hurricanes? [Content |
s t he e f-dpecificbeliefbntheid u r| iomea |
effort with regard to hurricanes? 7//
BENE effect of ¢t ouyry| [Stomme
firmation effort with regard to hurricanes? [ e
s the effect of tour
effort?
s the effect of touristods channel be

ort?
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SOCIAL MEDIA

media, information technology, internet and the evolving use of social networki
or importance and utilized as critical avenues for information dissemination wit
ation. Proactive communications is a strength to deploy, as negative informatio
e to use of contemporary technology. Consequently, rapid and intense negative
ect the marketing appeal of a destination, especially during the recovery stage
with perceived risk is a paramount aspect of travel destination choice for most
e have expanded our initiatives within the context of new medi@iH.now has a
Twitter and LinkedIn. All three social mediums are employed and updated on a

N\ au N
Find us on Facebook. TCMI UF

Follow our tweets @TCMI UF

** 4 Americans killed near Port-au-

** Tourists robbed in South Africa. How Prince. Will US travel advisory hurt

secure are fans + journalists at I FAGAQE NBO2OSNAy 3

#Worldcup? How will tourism be industry? http://bit.ly.cZzX2M .E

affected? http://bit.ly/a0458p l j‘ )
J \. y.

. . . N
Join our group on LinkedIn. Tourism Crisis Management Institute

*** Galveston now worried perceptions of tar balls will tarnish tourism
there, like 4 other Gulf states. http://bit.ly/cKbgck #travelcrisis

*** June occupancy rate of resorts in IssyKul Lake (Kyrgyzstan) was 1%,
usually 20-30%. Riots worsen tourism crisis. http://bit.ly/agBRKki

. Linked [

TCMI also has a new blog site
Icrisis.cony whichis a cooperative effort
tion Analysis Group in California, to trag TravelCrisis.com
ravel activities worldwide for travelers. e e
lows users to track the disruption baseq e Tarsae Hida o1 s e
ents, locations, types of travel and

zed disruptions in real time.

without deplaning pa:
These wil be words we wil Ive the [..

2010, we inaugurated the blog site dur

Olympic Games in Vancouver, Canada et s ot o maionan |
ery few crises during the Games, howe
ich did occur, the majority were associg
esidents and their expression of policies
e games and subsequent impacts to t


http://www.linkedin.com/groupAnswers?viewQuestionAndAnswers=&discussionID=24302533&gid=1969316&goback=&trk=NUS_DISC_Q-ttle
http://www.linkedin.com/groupAnswers?viewQuestionAndAnswers=&discussionID=24302533&gid=1969316&goback=&trk=NUS_DISC_Q-ttle
http://www.linkedin.com/groupAnswers?viewQuestionAndAnswers=&discussionID=24235678&gid=1969316&goback=&trk=NUS_DISC_Q-ttle
http://www.linkedin.com/groupAnswers?viewQuestionAndAnswers=&discussionID=24235678&gid=1969316&goback=&trk=NUS_DISC_Q-ttle
http://www.travelcrisis.com/
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LECTED SPEAKING ENGAGEMENT

UNIVERSITY

National Congress of Tourism
Investigation

< Tourism Crisis
" Management

Tuijuana, Mexico
(SECTUR)

Futurismo

)

£ ) ,
TRAINING POLICE omﬁks /
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o M‘I; AN | M 8

February, 25, 2010
Monterrey, Mexico
(Fideisomiso Turismo Nuevo
Leon)

Florida Attractions Association

The Crisis Event:
Victimized or Managed!

May 28, 2010
St. Augustine, Florida
(Florida Attractions
Association)

Travel & Tourism Research
Association

Avoiding the Catastrophe
... Stand, Be Counted and

Deliver . - .
7N pe

e AR AR R R TS . W s

San Antonio, Texas
(Travel & Tourism Research
Association)
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Online Certificate

>
R
Course Details H
. . . .: Ifou"dt is
To address the critical need to prepare tourism industry : oxceljgn, €OUrse to pe -
professionals for crisels, TCMI 05 hzegm 'VO'&J),,Fk’I;Iry
Online Tourism Crisis Management Certificates for OPerations Working with ou’°'”
Destination Management Organizations (DMOs), “enter g; & 2002’
Lodging Industry and Attractions Industry continues e Urse Homl =
be offered. The certificates focus on crisis reductior ences, llea,,a N9ed nupme,, ¢lang
readiness, response and recovery efforts from natu d hoy, 4 pp;_’"‘ h
and humasinduced disasters that might affect desti °" arsen can :at'
tions or businesses. TISIS igy o
m Ations g
Course Instructors S Casuaty,
DMO: Elaine McLaughlin y
nat
Lori PenningtorGray i Beaches
. . S
Lodging/Attractions: Scott Sanders ey g
-.-.....
Amy Elliott RRREL
Joni Newkirk

Leadership Workshop

0 OUR DISTINGUISHED SPEAKERS
LORIDA Lee Cockerell President
Lee Cockerell Inc.
anding professional develop- Steve Collins Director Environmental anc
r general managers, CEOs, presi- Cruise Lines International /
ers in the tourism industry. In Thomas Drabek i]John Ev_?ns IfDBOfessor and P
N, - J N niversity of Denver
d;;;;;:\sglstzzgc::fgytrne dhosl::y Dirk Glaesser Chief Risk and Crisis Mana
S UNWTO, www.SOS.travel

rs who have excelled in crisis Scott Ackerman VP

r to share their experiences in a Travel Guard

orkshop. These invited leaders John McCarthy Former President

e as well as excelled largely as Sanibel Harbor Resort and
d the importance of crisis man- Dennis Petroskey Senior Vice President, Com

US Travel Association
Kitty Ratcliffe Former Director
try can look forward to learning New Orleans CVB
e of other tourism related busi- Brent Ritchie Senior Lecturer, Chair
0 crisis management. Sessions University of Queensland, A
hip issues related to risk reduc- Andrea Schultz Office of Infrastructure Pro
onse and recovery, which will Department of Ho.meland S
e for a tourism crisis manage- Peter Tarlow Founder and President
i . Tourism Tidbits

rs from both hospitality/tourism 1an Henderson Managing Partner
agement will provide best prac- TTC International

working examples of how to Chris Thompson CEO

through nature or human in- Visit Florida

to minimize damage to busi-
articipants will receive a certifi-
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Planning and Preparedness in t
States Tourism Industry

nell Hospitality Quarterly

y is extremely vulnerable to crises
can have devastating and sustained
or destinations and the economy. Tourism

: . . Crisis
ive to focus on crisis planning and Resource )
Communica-

e industry. The purpose of this ‘\Alloitlon/ o
e current levels of crisis planning

n the U.S. tourism industry. In addi-
ined the influence of organization/
allocation and past crisis experience
munication procedures and plan-

e interviews with tourism leaders Tourism
stry segments (Lodging, Attrac- Crisis Crisis
ns) were conducted. Majority of Experience \ Planning
3 crisis preparedness plan which was
. Overall, resource allocation had
impact on crisis planning and com-
ures than past crisis experience.

v

Ination Management Organizatio
Ism Crisis Management Plans In

surism Review International

gement Organizations (DMOs) at the local level are at the forefront of crisis management pla
jous studies have highlighted the importance of the role of DMOs in the event of a crisis. Whil
'y 2NBFYATLFGA2y A& o6lFlaSR 2y G(KS NBA&LIS
s in the U.S. The nature of organizational crisis plans can be analyzed through the use of multi
O crisis plans in Florida that are designed specifically for the tourism industry, and are analy
bed tax revenues and the number of employees. The results indicate that revenues play a si
| of tourism crisis management preparedness within DMOs.

REDUCTION
<« Crisis Awareness

< Political Awareness
- SOP

LOCATION

I

READINESS

= Crisis Management Plan
* Tourism Planning Effectiveness
+ Health & Safety Measures of Tourism

BED TAX B~ Crisis
REVENUES t Management
L RESPONSE ) Plan
= Emergency Response
= Visitor Assistance
* Communication
=
( 3
NUMBER OF
RECOVERY )

EMPLOYEES
= Business Continuity Plan

< Human Resources
= Debriefing Y,
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Deepwater Horizon Oil Spill

XXX

oposals

ingtonGray is listed as an expert on the Oil Spill Experts Database which is housed at Flori
0 tourism experts in the State). www.oilspill.fsu.edu

d proposal to VISIT FLORIDA, the state tourism agency, to study the impact of advertising
veling public.

pe 2 Az oA N oA

EOOAA DOI bi OAI O1 OEA &I 1 OEAA )1 OOCEOOOA

presentation and discussion on Oil Spill preparedness and recovery initiatives at the Florid
nference

s Man o,
m cl'ls [ourism Crisis Management

Oct. 19-20, 2010 Gainesville, FL

K
>

2

v

_ =T s 3
o 4 8
' www.comferences.dc du/TourismCrisisManagement

lvement

close contact with the US Travel Association to monitor research needs and issues relate:
ill in the Gulf of Mexico.

three webinars offered by VISIT FLORIDA to monitor the situation and associated impacts.

one conference call with the Board of Directors of the Florida Association of Visitor and Co

cation with the Collins Institute in Tampae contact for research/policy on the Oil Spill and o

ollaboration with Integrated Insight, in Orlando, Florida, to continue to put on workshops/g
nts on the impact of the Oil Spill as well and how to prepare for crises in general.

XXX
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Accomplishments

XXX
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cane Risk Information Behavior while in the D
Penningte@ray, L., Thapa, B., Villegas, J., SriniHolland American Line, May 15.

S , & Matyas, C. (2010). Segmenting Tou
n the Event of a Crisis. The 2010 Travel and Td®enningtorGray, L.; Thapa, B.; McLaughlin,
Assaociation Conference (TTRA). San Antonio, $tdnding the Impact to Tourism of Offshore D
of Florida. Submitted to Florida Association o
Convention Bureaus, December 15.
cations
y, L. & Cahyanto, ., (2009). Tourism Crisis ~ PenningtorGray, L.; Thapa, B.; McLaughlin,
Are State Tourism Organizations Prepared.  box for Crisis Communication: Checklists and
f the 2009 Consumer Behavior. Tourism Submitted to UN World Tourism Organization
runico, Italy, December. and Crisis Management, November 20.

y, L., Thapa, B., Kaplanidou, K., Cahyanto, |., enningtorGray, L. (2010). Creating a Rapid
. (2010, in press). Crisis planning and preparedSouth African DMOs to Respond to a Crisis d
ited States tourism industry. Cornell HospitalityFIFA World Cup. Submitted to Gauteng Touri
hannesburg, South Africa, March 11.

y, L., Cahyanto, I., Thapa, B., McLaughlin, E.,
Blair, S. (2010, in press). Destination manage-

ions and tourism crisis management plans in
m Review International.

AT I

11



BOURISIVICRISIS MANAGEMENT INSTITUTE UNIVERSITY OF EGRIIVE

TOURISM CRISIS MANAGEMENT INSTITUTE

Department of Tourism, Recreation and Sport Management
University of Florida

PO Box 118208
Gainesville, FL 32611
352-392-4042 x 1318 (phone) / 35292-7588 (fax)
www.tourismcrisis.com

Will you be ready for the next crisis?
us In our efforts to prepare for tomor

Linked - B




