
For Crisis’s Sake … 
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Destination Marketing 

Environment  
 

Safety Comes  

   First ！ 



For Crisis’s Sake … 

The scream, Edvard Munch 

What 

else 

can go 

wrong ? 
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It won’t happen to us …  
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We have to face the challenges: 

Master of Disaster 

Interest in disaster 

preparedness is 

proportional to the 

recency of the last 

disaster ! 



It won’t happen to us …  
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Master of Disaster 

Effective Crisis Management offers 

 business opportunities   

 and no one has any more  

 excuse for not preparing  

 and planning for the worst ! 

We have to face the challenges: 



Expect the 

Unexpected 

Life is not about waiting  

  for the storms to pass,  

It’s about learning how  

  to dance in the rain ! 
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We have to face the challenges: 
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Safety & 

Security in 

Destination 

Management  



The original 4 P’s 
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To meet the customers needs we must : 

   develop product(s) to satisfy them,  

        charge the right price,    

        get the goods to right place and 

        make the existence of the product  

    known through promotion 

The original 4 P’s 
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The original 4 P’s 



Is it safe to travel to ……. ? 
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Partnership Planning 
 

Primary purpose is to generate awareness 

for the country’s, company’s challenges. 

Primary tactic should be the development, 

coordination and execution of collaborative 

safety & security programs,  

delivered on behalf of all stakeholders in a 

country / region or an organization 

Co-opetition 

    Teamwork as key :  
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Coordination and Partnerships 

Safety and Security Committee 

  Crisis Prevention Teams 

Public administration           Civil defense   Police 

Immigration          Judiciary   Customs  

Transportation          Health    Foreign affairs  

 

Local / Regional associations 

Consumer groups 

Retail trade organizations 

Universities and Colleges 

Teamwork as key :  
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Risk Avoidance,      

  it won’t happen to me ! 

Risk avoidance mentality can result in : 
  

·     Decisions to avoid or ignore risks regardless of the  

  information available and costs incurred  

     in treating those risks  

·     Leaving critical choices/decisions up to other parties  

  

Governments hold the main responsibility for their 

country / region, but risk avoidance is no longer an 

option for any association / organization either ! 

Teamwork as key :  
Coordination and Partnerships 
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“ RP&CM “ Task Force of 5 - 6 members 

Risk Mitigation and       

  Crisis Management team    

The safety and security of a company and  

 its products / services will become  

 an important marketing tool. 

Decisions to use a product or a service , will not 

only be based on “value for money” but also on      

“ feeling of security and/or safety “ 

Teamwork as key :  
Coordination and Partnerships 
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Leadership as key :  
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PATA & Crisis 

Prevention & 

Recovery 

Management  



Moments 

of truth 
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How can we also help in case a member 

needs to rebuild its business ? 



PATA Rapid Recovery Taskforce 
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The objectives of this 

taskforce are two-fold : 

 

Provide pro-active training 

and  

re-active communication 

 

PRRT – PATA  Rapid Recovery Taskforce  
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Melissa 

Figueroa 

David Beirman 

Ken Scott 

Alexander 

Kesper 

Rick Vogel 

Bert van 

Walbeek 

Walt Judas 

Emma Cashmore 

PATA Rapid Recovery Taskforce 
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 How to adapt PATA’s 4 Rs towards     

   Rapid Recovery Communication 

 

 When to start simulation exercises  

 

 Who has the final authority 

 

 What networks to develop 

 

 How to ensure cooperation of the     

   UNWTO, WTTC, AAPA, etc ….. 

 

 How to approach the issue of Travel Advisories 

 

 When and how to initiate training activities    

  for PATA members and non-PATA stakeholders 

 

Pro-active training  

PRRT – PATA  Rapid Recovery Taskforce  
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When ( and what ) to offer taskforce assistance 

 

 What severity / extent of crisis will     

   activate the taskforce 

 

 Who monitors and alerts the team members 

 

 How to develop an activation process , time parameters 

 

How to develop a world-wide PATA     

   emergency management contact list 

 

Who controls contents of web communication,   

     as well as releases to members and press 

 

 Who is/are the spokes person(s)  

 

 Who handles media queries 

Re-active communication  

PRRT – PATA  Rapid Recovery Taskforce  
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Revision of Key Content 

立ち直る 

捲土重來 
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Part 1 Defining a Tourism Crisis   

      Ranking the Severity of Crisis Events 
 

Part 2  Focus on Risk Management   

      and Security 
 

Part 3  Effective Tourism Crisis Management 
 

Part 4  Crisis and Recovery including Model:  

    Post Tsunami Recovery  
 

Part 5  Tourism Recovery from Security  related 

  issues with a focus on Media Relations 
 

Part 6      Highlighting Social Media  

 

Part 7 Resources and References for Risk, 

   Crisis and Recovery in Tourism 

Content : 
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PRRT – PATA  Rapid Response Taskforce  

Second result 

Risk Prevention & 

Crisis Management 
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Cooperate on    

  travel advisories  

Impossible to stop,  

      possible to make more specific …. 

Smartraveller  

 Advisory Group 

“ Them “ 

Governmental 

Organizations   

“ Us “ 

Travel 

industries   

FCO Consular 

Stakeholder Panel  

Copyright  PRRT - PATA 

PRRT – PATA  Rapid Response Taskforce 2013  

http://www.google.com/imgres?imgurl=http://wwp.greenwichmeantime.com/time-zone/australia/images/australia-flag.jpg&imgrefurl=http://wwp.greenwichmeantime.com/time-zone/australia/flag.htm&usg=__vCXnuFbaovnesxpk4xr49Oph7K8=&h=240&w=480&sz=15&hl=en&start=1&zoom=1&um=1&itbs=1&tbnid=eAylO74JTBIuLM:&tbnh=65&tbnw=129&prev=/images%3Fq%3Daustralia%2Bflag%26um%3D1%26hl%3Den%26tbm%3Disch&ei=h0eUTaaaF5rEcNj8maQH
http://www.google.com/imgres?imgurl=http://wwp.greenwichmeantime.com/time-zone/europe/uk/images/uk-flag.jpg&imgrefurl=http://wwp.greenwichmeantime.com/time-zone/europe/uk/flag.htm&usg=__hjGwEGhrHR48-IhWRXuDSggVyf4=&h=239&w=480&sz=20&hl=en&start=1&zoom=1&um=1&itbs=1&tbnid=zX9t20e4gQhnFM:&tbnh=64&tbnw=129&prev=/images%3Fq%3DUK%2Bflag%26um%3D1%26hl%3Den%26sa%3DG%26tbm%3Disch&ei=KUiUTfrzFNzQcKfgjKUH


PRRT – PATA  Rapid Response Taskforce 2013  

ASEAN 

languages’ 

translation 
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4 phases of 

Crisis 

Management 
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1. The Reduction stage :   

 detecting early warning signals  

2. The Readiness stage :    

 preparing plans and    

    running exercises 

3. The Response stage :  

 executing operational and   

    communication plans 

4. The Recovery stage :   

 returning the organization to  

    normal after a crisis 

Anatomy of a crisis : 
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The 4 phases : 

1.1 Crisis Awareness

1.2 Political awareness

1.3 Standard Operating Procedures

2.1 Crisis Management Plan

2.2 Tourism planning

2.3 Health and safety measures

3.1 Emergency response procedures

3.2 Investigation

3.3 Family assistance

3.4 Communication

4.1 Business Continuity Plan

4.2 Human Resources 

4.3 Debriefing

1 . Reduction

2. Readiness

3. Response

4. Recovery

Anatomy of a crisis : 
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Anatomy of a crisis : 

To be 

adapted to 

own risks 

and 

challenges 
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Crisis Management 

It won’t happen to us ….  

Crisis Awareness

Political awareness

Standard Operating Procedures

The Reduction Phase

Reduction 

Phase 1 
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A crisis puts 4 important assets at risk : 

Tangible : Employees / Guests 

      Office / Building / Coach 

Intangible :   Corporate reputation 

      Brand Image 

Reduction 
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Reduction

Enhance staff awareness

1.3 Standard Operating Procedures

1.3.1 Anticipate problems

1.3.2 Revise procedures

1.3.3

Political awareness

1.2.1 Secure political cooperation

1.2.2 Increase political involvement

1.2.3 Link Tourism and Peace

Crisis Awareness

1.1.1 Identify risk & hazards

1.1.2 Identify possible impacts

1.1.3 Intelligence collection

1.1

1.2

Anatomy of a crisis 

Phase 1 : 
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Risk 

Crisis 

Disaster 

Anatomy of a crisis : 
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We are not prepared : 
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We are not prepared : 

We have to 

learn to 

expect the 

unexpected 
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“ The time to win a fight is 

before it starts ”

So.. be quick, be sure, be 

ready to deal with the hand 

that fate deals you 



Crisis Management 

It won’t happen to us ….  

Crisis Management Plan

Tourism planning

Health and safety measures

The Readiness Phase

Readiness 

Phase 2 

Copyright  PPRT - PATA 



2.1.1 Establish Crisis Management team

2.1 Crisis Management Plan 2.1.2 Crisis Management Plan

2.1.3 Simulation Exercises

2.2.1 Create awareness among industry

2.2 Tourism planning 2.2.2 Train staff

2.2.3 Advance decision making

2.3 Health and safety measures 2.3.2 Emergeny services

2.3.3 Hazards handling systems

2.3.1 Establish local network

Readiness

Anatomy of a crisis 

Phase 2 : 
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Lessons to learn 

Phase 2 : 

"Being Ready"  

Businesses  

need to evaluate their crisis exposure  

develop Strategic Plans,            

         Operational & Media Action Plans  

regularly audit those plans  

conduct crisis response exercises 

acquire crisis management skills  

Managers and staff need  

to be psychologically  prepared for the impact 

and stresses that crisis events impose upon 

them 
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What is Crisis Management 

• It creates the need of emergency response. 

• It hits without warning. 

• It can irreparably harm an organization. 

HOWEVER 

With proper planning and anticipation, the 

above could be avoided. 



Crisis Management 

It won’t happen to us ….  

Emergency response procedures

Family assistance

Communication

The Response Phase

Phase  3 

Response 
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3.1.1 Leadership
3.1.2 Crisis response
3.1.3 Internal - External communications
3.1.4 External suppliers handling
3.1.5 Hospital(s)
3.1.6 Morgue(s)

3.2.1 Crime
3.2.2 Legal  & Political
3.2.3 Insurance

3.3.1 Information handling
3.3.2 Transportation
3.3.3 Accommodation
3.3.4 On site support

3.4.1 Media
3.4.2 Hospital(s)
3.4.3 Morgue(s)
3.4.4 Investigation
3.4.5 Government

Response

3.4 Communication

3.1 Emergency response procedures

3.3 Family assistance

3.2 Investigation

Anatomy of a crisis 

Phase 3 : 
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• Tell it all,  

  Tell it fast,   

   Tell the truth. 
 

• Pity,  

       Praise,  

        Promise 

Response Response structure 

Media Communication guidelines 
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Did you ever notice ……… ? 

“ Good “ example 
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www.leslp.gov.uk 

“ Good “ example 



                                               

                     

 

www.leslp.gov.uk 

“ Good “ example 

http://www.leslp.gov.uk/LESLP_Man.pdf
http://www.leslp.gov.uk/docs/major_incident_procedure_manual_8th_ed.pdf


Crisis Management 

It won’t happen to us ….  

Business Continuity Plan

Human Resources

Debriefing

The Recovery Phase

Phase 4 

Recovery 
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4.3.1 Thank all involved
4.3 Debriefing

4.3.2 Follow up with victims

4.3.3 Update Crisis Management Plan 

4.1.3 Expansion

4.2.1 Impact of reduced labor needs
4.2 Human Resources 

4.2.2 Motivation and training

4.2.3 Increase crisis awareness

4.1.1 Rehabilitation
Business Continuity Plan

4.1.2 Normalization
4.1

Recovery

Anatomy of a crisis 

Phase 4 : 
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The ultimate assessment can be made 

from four measures of recovery : 

1. the speed with which an organisation 

regains or continues full business 

operations  

2. the degree to which an organisation 

recovers 

3. the amount of organisational and 

operational improvement added during 

recovery 

4. the amount of crisis-resistance added 

since the crisis arose  

Recovery 
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Anatomy of a crisis : 

To be 

adapted to 

own risks 

and 

challenges 
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The 4 phases : 

1.1 Crisis Awareness

1.2 Political awareness

1.3 Standard Operating Procedures

2.1 Crisis Management Plan

2.2 Tourism planning

2.3 Health and safety measures

3.1 Emergency response procedures

3.2 Investigation

3.3 Family assistance

3.4 Communication

4.1 Business Continuity Plan

4.2 Human Resources 

4.3 Debriefing

1 . Reduction

2. Readiness

3. Response

4. Recovery

Anatomy of a crisis : 
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The 3 keys 

to success ? 

Communication, 

   Communication, 

  Communication 



Are we 

thinking or 

sinking ? 

Communication ………… 
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Best 

practices 



Structuring 

the crisis 

center 

Example 1 : Proactive actions 



Structuring the crisis center  

Copyright The Winning Edge 

Example 1 : Proactive actions 



Structuring the crisis center  

Three things are needed for   

 any crisis communications center:  

  

the equipment to operate it 

 

the personnel to staff it 

 

the rules by which it will operate 

  

Copyright The Winning Edge 

Example 1 : Proactive actions 



Being 

prepared ! 

Copyright GGCT. 



官方聯絡 

Official liaison 

旅遊業界聯絡 

Travel industry  

liaison 

傳媒小組 

Media  

communication 

行政小組 

Administration 

秘書處 

Secretariat  

緊急支援﹑ 

運作及後勤 

Emergency support,  

operations & logistics 

家屬聯絡 

Family liaison 

旅遊危機處理 

辦公室 

GGCT 

GGCT 

Copyright GGCT. 

Organizational structure 



GGCT Website, new function 

Copyright GGCT. 

www.ggct.gov.mo 



Chengdu, is that in China ? 

Source : www.bbc.uk.co 

Example 2 : Re-active actions 
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Where is the opportunity ? 

Chengdu, is Panda country ! 
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http://animals.nationalgeographic.com/animals/enlarge/giant-panda-eating_image.html


Thailand’s recovery efforts during   

            the floods of 2011  
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Thailand’s recovery efforts during   

            the floods of 2011  
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Thailand’s recovery efforts during   

            the floods of 2011  
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Thailand’s recovery efforts during   

            the floods of 2011  
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Thailand’s recovery efforts during   

            the floods of 2011  
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Recovery improvement debate 

November 2011 

PATA Rapid Recovery Taskforce 
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The bottom line  
 

Turning crises in opportunities !  
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National Plan for Risk & Crisis 

Management in Tourism 

Vision 

  

To make Sichuan’s 

tourism destinations 

as safe as humanly 

possible ! 
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National Plan for Risk & Crisis 

Management in Tourism 

Mission 

  

To create safety and 

security for all business and 

leisure travelers through 

risk & crisis management 

by means of never-ending 

stakeholders education and 

teamwork. 
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National Plan for Risk & Crisis 

Management in Tourism 

Values 
  

Foresight in risk management,  

distinction in pro-active crisis 

management  

and competence in re-active crisis 

management  

through  

comprehensive stakeholder- and 

media-communication  

and relentless control and review. 
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Is it safe to travel to ……. ? 

Copyright The Winning Edge 

What is the destination’s reputation ?  



Crisis Management 

Newest Marketing Tool 

Reputation Management 

Crisis Prevention 

Copyright The Winning Edge 

Reputation Management 



1. Formation of a Risk Prevention     

    & Crisis Management Team 

2. Contact all Emergency and Civil organizations   

3. Coordinate the key players so it is clear who acts when 

4. Start, or ensure, that your RP&CMT is empowered 

5. Determine what risks are important to deal with  

Take away suggestions  

It won’t happen to us ……  

The first 10 steps towards a 

Crisis Management Plan :   
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6. Develop the “ what-if ” plans to serve as templates   

7. Ensure that instructions are clear, current and rehearsed  

8. Encourage incorporation of crisis management   

          into all stakeholders plans 

9. Train members of the RP&CMT in some form of   

         media crisis communication  

10. Identify individuals with expertise; have them   

        on call in the event of a crisis 

It won’t happen to us ……  

The first 10 steps towards a 

Crisis Management Plan :   
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Take away suggestions  
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Destination Marketing 

Environment  
 

Safety Comes  

   First ！ 

The bottom line ! 



Interest in disaster 

preparedness is 

proportional to the 

recency of the last 

disaster 

Effective Crisis Management offers 

business opportunities and no one 

has any more excuse for not 

preparing and planning for the worst ! 
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The bottom line ! 
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The bottom line ! 



Expect the unexpected 

  but never forget you live  

 in a WONDERFUL WORLD 

Life is not about waiting  

 for the storms to pass, 
  

It’s about learning how  

  to dance in the rain ! 
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The bottom line ! 
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I wish you further success 

in this wonderful world  
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Destination Marketing 

Environment  
 

Safety Comes  

   First ！ 

Thank you for your attention! 



新年好 



Our goal is simple …      
to help you reach yours !  
The Winning Edge : 

473, Soi Uahwatanasakul 3 

Pattanakarn 58 Road 

Bangkok, 10250 

 

  Telephone  : 0 2321 0522 - 3 

  Fax        : 0 2722 7195 

  E-mail : bert@twe-winningedge.com 

  Web site      : www.twe-winningedge.com 
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