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TOLERANCE AND FLEXIBILITY AS CRUCIAL COMPETENCES
OF MULTICULTURAL TEAM LEADER

MARTINA BLASKOVA - RUDOLF BLASKO

Abstraet

e paper deals with the theme of culture and the desired profile of competences of multicultural team
{onder. The leader of that team must be a mature personality, a great expert in the ficld which is this
toanm concerned with, and primarily, a greal manager and leader. Based on questionnaire survey,
realizod under the auspices of | Academic Network Human Potential Development in
Contral and Eastern European Union Countries and realized also in other European countries, we
dovidad 1o wnduu this survey also in Slovakia. This one was performed at the end of 2014 in terms of’
AN ronpond | and of Slovak izations). We ider for the key
Allrutes of a mullnullur.ll team leader in particular these two competences: tolerance and flexibility.
Apprupiiate application of tolerance and flexibility from the side of members and from the side of
Jondet of multicultural team, and in addition, their creative tion could become an accelerator of
Cuntinued suceess and dynamics of the team. Disposal of such teams and such leaders might enable
Al sganizations to be even stronger, more powerful and more creative than ever.

ey wordss culture, multicultural team, leader. tolerance, flexibility, survey.

I Introduction

I the current period, not only questions on dynamics and turbulence of an environment,
problens i coping with the consequences of financial crisis but above all the questions
selited to an incipient crisis of values and relationships come to the interest forefront of
production and non-production organizations. Cultures of individuals. groups, nations and of
Wl mgking have been experiencing a period of intense pressure that giving rise to mevitable
Wlhngen It is necessary to resist these pressures successfully and preserve cultures in their
pnl“lw vantent, but at the same time, also desirably update them to meet the conditions of the
" Century. Morcover, it is necessary to understand properly the content, characteristics and
potentindities of cultures in a multinational environment.

Culture 15 the interactive aggregate of common characteristics that influence a human
P8 response to its environment (Hofstede, 2001) and determines the uniqueness of a
Iman group i the same way personality determines the uniqueness of the individual
(uethim, Thompson, 2015, p. 117). Culture has come to mean the predominant system of
buliefs and values held in the organization by its members (Cole, 1988, p. 183) and these ones
il the organization's members (Bazerman, 1986, p. 89). As reward systems, policies, and
procedures nre insututed, they impact culture by further specifying notions or appropriate
behinvior. Moteover, critical incidents, such as an employee’s being rewarded or fired for
Psling i major mnovation, may add to individuals® perceptions of internal norms over time
(ol Marting 1991, p. 103). This means, in an expansive sense, culture means not only
Wupedtn ol ethmeity or race but also the norms, customs, and values associated with sexual
arentation, gender, class, and professional identity (Hope et al., 2005, p. 75).

Cultire 18 4 pattern of basic assumptions — invented, discovered, or developed by a
Wivan group as ot leams to cope with its problems of external adaption and internal integration

it s worked well enough to be considered valid and, therefore, to be taught to new
winhers s the correct way to perceive, think, and feel in relation to these problems (Schein,
19N5). Since community depends on trust, and trust in turn is culturally determined, it follows
it spontancous community will emerge in differing degrees in different cultures (Fukuyama,
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EMERGENCY, DISASTER AND CRISIS MANAGEMENT MODELS
IN TOURISM INDUSTRY

BRIGITA ZUROMSKAITE - ARVYDAS SURVILA — RUTA DACIULYTE

Abstract

In ever-changing world individuals, ities and societi i y plenty of
threats which are posed or may be posed and which lead to extreme situations, emergencies and crigey
bringing a number of human losses, casualties, injuries and doing harm to the environment and
buildings. In the modern economy and social life of many countries tourism plays a significant role,
therefore, disasters may have a considerable impact on the provision of tourism services or on the
entire tourism industry. It has been noticed that losses as a result of disasters are increasing and the
number of people affceted is rising. This leads to the growing interest in the tourism industry and
tounists by scientists. Referring to the modern scientific und ding of di Roney
situations, and crises, the authors of the article analyse crisis management models in the sector uf
tourism. It should be noted that many models emphasise the constituent of humin . resoninee
development and learning of the entire organisation which is seen as an important factor to both svoil
emergencies, disasters and crisis in tourism, and to successfully manage crises. The major result of the
article is the theoretical model for research of crisis management in the Lithuanian tourism industry

Key words: tourism indusiry, emergency, disaster, crisis crisis modgly,

1. Introduction

The modern tourism industry takes an important role in the economy and socinl life of
many countries and in the world on the whole, On the other hand, critical situations with
a wide range of effect are encountered all the time on a worldwide scale. The tourism industry
is in particular related to the risk which emerges due to the thréats existing in o ceruin
location and at a certain time and which has been affected by crises and di
(Santana, 2004).Tourists travel either to foreign countries where they usually stay for at least
one night or in their own country crossing the borders of their common living location, Most
often travelling people use the infrastructure of a foreign or their own country, take advantage
of provided different services, stay in places designated for this purpose. However, for (he
reason of certain events which may take place in another country, region or within thetr ow
native country and can cause catastrophic outcomes, the provision of particular services of the
tourism sector may be briefly suspended or even have after-effects on the entirg oursm
mdustry. In the second half of the 20™ century, international tourism became one of the
largest and fastest developing industries (Pender, Sharpley, 2008, p. 331). The Hows of
tourists increase annually: in addition, the geography of travels is also expanding, Thers s
atrend emerging that tourists find the exotic destinations of travels attractive; such T,
however, involve a higher level of risk.

The aim of the article is to: 1) examine the scientific perception of disasters, criniy il
emergency situations in the context of tourism industry; 2) analyse and compare iiai
management model in the sector of tourism; 3) suggest a theoretical model for research of
crisis in the Lithuanian tourism industry. Used methods are as follows:
theoretical and data analysis, comparative analysis, modelling.

2. Scientific Perception of Emergency Situation, Disaster and Crisis

Individuals, communities and socicties face an indefinite number of threats in their duily
routine but actually the amount of these hazards is very limited as their effect depends on owr
genetics, movement in space, dwellings, activities, geographical location and coincidenve.
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H'fxzard means an event or physical conditions that have the : i
:njunes. damage to property, environmental degrudalion,tmtnsg:l?r:h:)lf ‘l())u:;l:cse e
ypes of harm or loss (FEMA. 1997). Lite e on di ; "SS' i
threats |pto three types: (1) natural; (2) technological: and (3) intentional et
leferen! types of threats and their examples are provided in :Tahl‘ 1
geographical location defines what natural threats we might encounter. Na:ura.l

the origin of the hazards created b i
Y vi r Y man. Technological hazards are t i
‘c):utl:equerfces of human innovation that can result in the harm or destruction ;f Ii}fl‘s ':—::)gmwe
- d;: grzl‘r:::?;zmt (Copp:)la; ?(:2'7 ;‘)) 80). Intentional hazards include those hazard; zla!p ::l(-tiztv
 duc to 4 ntor act of God*, ut as a result of the conscious decis; 2 i
antisocial or anti-establishment manner (Coppola, 2007 p. gg)SLIOUS R R

Table 1. Hazards- Types and Examples (according to Coppola, 2007; 2011)

Name of Hazard

Natural ph, beneath
the Earth’s surface

. PRy -
2

: '|‘l torms (cyclones, typhoons hurricanes), tornadoes,
ailstorms and - snowstorms, sea surpes
st ges, Mloods, droughts, hear
human  cpidemics infestations

man A S (ocust  swarms, mgal b

; d A ),

cplnldemms (cholera, dengue, Ebola, maluria, measlos, mu’:nnuuf:
yellow fever, HIV/AIDS, tuberculosivg,  livestook or nmmnl'
epidemics, plant and agricultural epidemios, i) atncky,
(ranspomtiu‘n system accidents, airline accidents (_;1;; -
roadway accid (land), rail dents (land),
accidents (sea);

I phenomena

Biological phenomena

power faih.m-s. telecommunication systems  failures, comput

nf:lw_ork_ failures, critical water Or sewer system t'n.uilulvup“‘r
d‘str!bulmn line breaks, dam failure, food shoruge, overhy n‘! o
public health facilities, cconomic failure; ' e
hazardous materials Processing and storage
explosion or fire (including military installa

Technological
=
&
Fl
£
]

accidents,
lions);

Structural fires and failures
fow  materials  extraction
accidents

ferror act using conventional explosives. biological agents, chemical
agents,  nuclear and radiological weapons.  cyberterrorism,

narcoterrorism;
protests, strikes, rioting, stampedes;

The mere existence of thr
cats does not pose any danger; ies i
S ! 0f ger; the danger lies j
::;gr:‘l’t::ueof thetp(?rantlal loss and the probability the specific loss will happc%l Disasle:c ::-z
- e events in societies or their larger subsystems ( 1 ‘ ;

r tne even 5 § S (€.£,, regions and communities
:jr;:rc:v; conﬁx(ncnnns;:)f(') physical conditions with social definitions of human harm and s::::}:::
sruption  (Kreps, I, p. 3718). The notion K i ;

] 4 g i of *non-routine events’ distinguj
) o i o <
emergencies from other daily problems and troubles as unusual and dramatic t:vemgs l'?lf:
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reference to *physical conditions” and social concepts means that cach of them
necessary and it is enough to have both of them to result in an emergency at
acertain place. The description ‘in societies or their larger subsystems® imj
damage to human-being and social disturbance are relevant to larger §0
Globali ibility to international ication, global climate change
factors - facilitate the spread of hazards in a vast territory.
Committee on Disaster R h in the Social Sciences of National Research
the National Academies of the USA describes disaster as causing changes in phys
and dangerous social changes — both small and big inclusively, and closely rol
dynamics of various changes (National R h Council [U.S.], 2006, p. 15). |
Disaster is d d as an y event i iderable damuge
resources and property and which notably exceeds the available capabilities
Despite the fact that scientists disagree on a single universal definition of disaster, Qu
(1998) suggested a comprehensive definition which is substantiated by gcnmlly
component of disaster, i.¢. negative fisturt of ordinary daily life on
level. A ding 1o Q i, di: are events caused either by the mani
athreat or by the effect of the aftermath of sudden natural or technological 1§
instance, carthquakes, floods, hurricanes, volcani pti tornadoes. and  tsun Y
spills of toxic substances, radiation, large scale explosions and fires, collapse of
major accidents, etc.) which causes negative social outcomes. In principle, we inehy
those cases where daily life of a community is affected and where the resulting o
impossible to control by means of local resources.
The United Nations International Strategy for Disaster Reduction (UNISDR)
viewing disaster as a serious disruption of the functioning of a community or
causing widespread human, material. economic or environmental losses which !
ability of the affected community or society to cope using its own resources (LINISDIt, 3
p.17). 2 .
Such definition focuses on the i ble losses caused by disasters, which
with regional location, climate, and the degree of vulnerability. For a disaster to be
under the database of the UN’s International Strategy for Disaster Reduction (ISDR), i
one of the following features must be met:
e A report of 10 or more people killed:
o A report of 100 people affected;
o A declaration of a state of emergency by the relevant government; and
o A request by the national government for international assistance.
Disasters may cause cultural, social, logical

ic and psychologi

individual and communities. The extent of manifestation of threats is usually chi
the ber of Iti ber of people affected and the total loss/damage is
monetary units (Table 2 and Table 3)

Table 2 and Table 3 illustrate the extent of disasters having taken place on the eo
of European in recent years. Numbers listed in the tables do not show the direct link
the effect of disasters and the tourism sector, however, it is clear that both nutural ¢
and major technological accidents, directly and indirectly, affect the performance
tourism industry.
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Tuble 2. Examples of great natural disasters in Europe in 2010~ 2014 fwww. em-dat.net)

Date :;;:nﬂi Country Total deaths | Total affected | Damage (000 US §)
2010 | Earthquake | Serbia 2 27030 132260
2010 | Storm Belgium I 160000
2010 | Storm France 53 500079 4230000
2010 | Storm Germany 4 10000000
2010 | Heat wave | Russia 55736 400000
2010 | Wild fire Russia 53 5996 1800000
2010 | Farthquake | Ieeland
2001 | Storm Belgium 5
2011 | Earthquake | Spain 10 IS’JIOO lm
2012 | Cold wave R 86 7539
2012 | Cold wave Serbia 9 18234
2012 | Drought Ttaly SR00
2012 | Storm Poland 1 110
2012 | Earthquake Ttaly 7 11050
2013 | Storm Switzerland L2
2013 | Storm Germany 4
2013 | Storm Portugal 1 Ava7
2014_| Flood United Kingdom 2 “o00
2014 | Flood Serbia 51
2014 | Storm United Kingdom 5 l%@
—_— |
Table 3. Examples of major tech Laccidents in Europe in 2000~ 2014 (Wi
Date | Hazard type Coun Total Totud |
2010 | Industrial accident (chemical spill) Hung«iry.y d.:'.. ?ﬁ : ‘0 l
2010 | Transport accident (rail) Belgium I8 171
2010 | Industrial accident {explosi Russia 106 129
2011 | Transport accident (water) Ttaly 150 A%
2011 | Transport accident (water) Russia 130 RO
2012 | Transport accident (rail) Netherland. I 117
2012 | Transport accident (rail) Poland 16 o0
2013 | Transport accident (rail) Spam 79 140 1 AHO00
2013 | Transport accident (water) Italy 50 200
2013 | Transport accident (rail) France o 192
2014 | Transport accident (road) Germany 1 o0

_ Global fatlities from acts of terrorism in 2014 have risen 30% conmypured o (o
previous five year average. Globally were recorded 18,668 fatalities in the 12 monthy prior
July 1st, up 29.3% from an annual average of 14,433 for the previous five years. Over (he
same period was recorded 9.471 attacks at an average of 26 a day, down from o five year
average of 10,468, revealing that terrorist methods have become ncreasingly deadly over the
last year (Table 4), (Maplecroft, 2014).
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Table 4. Top 12 countries ranked by terrorism Risk, 2014 (Maplecroft, 2014)

Rank Country
! Iraq
2! Afghanistan
3 Pakistan
4 Somalia
5 Nigeria
6 Yemen
7 Syria
) Philippines
) Lebanon
10 Libya
1 Colombia
2 Kenya

The UNDP (2004) notes that disaster losses are increasing and d}c number )
affected by disasters is rising. Disaster losses occur on all levels, from individual ho
losses associated with everyday environmental hazards to losses due to exi L
catastrophic events, such as major carthquakes and cyclones that can affect entire J
Seen from a local perspective, all these losses would bc re.levam and |mp9mnx. From a glo
perspective, most local level disasters are effectively invisible. WOrIdwtdc, for every
killed, around 3,000 people are exposed to natural hazards. T'hls scale of impact fity
intuitively with the order of magnitude one might expect from dxsaster'. cions st

As may be seen, disasters are caused by certain cvel?ts of physical cqmlmoni nd th
characteristic feature is that the affected community or society has no sufficient capabilities
cope with them. According to their scale cmcrgencl‘cs.are events ﬂm(.need a profession
response from people who are specially trained and equlpp;d to cope with them. Emes

ituation is a situation resulting due to extreme event which may pose a suddcn and by
danger to people’s lives or health, property, environment or pepple‘s d«_:x‘ath. injuries or do L
other harm (The Law on Civil P ion of the Republic of L , 2009),
emergencics are relatively minor events that can be dealt with in a ro\mne'vww 1
resources that are normally available. It is evident that not all emergencies are i il
all disasters are emergencies, as the latter is a much broader and less restrictive term (I'l
statler, Hagen, 2013, p. 323). o
5“"“;\ crligsis is a crucial and unstable state of affairs with a possibility to brip.
a decisive change. Tn a more general sense, a crisis is mohstly‘an abrupl. al}d‘ CXp!
negative change creating a critical, dangerous, and unstable situation at the individual,
organization, or community level. (Penuel, Statler, Hagen, 2013, p. 186). Ny -

In many countries of the world di 2 Y are similar, o
difference, however, is the capabilities a country has to cope wn{h consequences. It hay bou
noticed that poor countries arc disproportionately affected by disaster consequences, OWl’l'
that most catastrophic impacts in any pnm'cularA area ltcnd to be repetitive, d‘mg
conceptualised in terms of a cycle, which broadly “ guish s times of q in'wm
preparations are made for the next event, and times of action, in which emergencion s
managed. The full cycle involves:

« Mitigation, the process of reducing risks and hazards; - )

o Preparation for impending impacts (including such activities as warning and

evacuation);
« Management of, or response to, the emergency phase;
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* Recovery or restoration of major human and infrastructural systems; and
e R tion of damaged buildings and structures (Alexander, 2004).

Preparedness

- ) =
/

Recovery Efftpation

Figure I. The disaster management ¢ycle (O Brien et. al, 201 0)

The mitigation function, sometimes called prevention or risk reduction, is considered as
the critical stage of of di s and emer Meanwhile, the three other
comp s of the di cycle (preparedness, resy and recovery) are
carried out either as response to threats or as fi ing their The of
mitigation are intended to reduce the possibility and the outcomes of the risk of threat before
any disaster happens.

Every threat has unique capabilities of mitigation measures which are characleristic
specifically to it. Managers can choose those which are already developed and tested. Eyery
such possibility/capability is related to costs, the limits of its pplication and exy o
actually reduce the risk. The methods selected to reduce the risk depend on financinl
resources, likely social and physical outcomes, geographical environment in which the
measure is to be applied.

The preparedness function provides the people who may be affected by a disaster with
tools which increase the possibility to protect oneself, one’s property. reduce financial losses
and help others. Preparedness for di is defined as actions which are taken before
a disaster oceurs 50 as to ensure adequate response to its effect to restore its outcomes and
which is performed to reduce the need for “last minute” actions.

By means of preparedness and mitigation processes individuals, communities and
countries aim at reducing the vulnerability to threat and in this way increase their resilience to
disasters. Unfortunately, regardless of the best prepared emergency management plans, the
most complex preparedness programmes and the most effective mitigation measures,
cmergencies arise every day, every year.

When a threat is p 1, individuals, and countries must initiate the
actions of response to emergency using their limited resources. financing. capabilities and
lime so as to prevent any catastrophe. Usually the scale of extreme situations determines the
extent of responsive actions. The function of resp of 2 of disasters is i ded
to perform actions which would limit the number of injured or casualtics and the damage to
property and environment, and they arc employed before an emergency, during it or
immediately afterwards. The p of resp right away after it becomes
clear that an emergency is inevitable and takes until its end is declared.

The recovery function involves the return of the injured and affected back to the
‘normal” condition after the effect of the outcomes of a disaster. The recovery stage usually
starts after the phase of response and might last for months and years. Recovery is a function
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during which countries, communities, families and individuals repair and restore what wi
lost or damaged during the disaster and at the same time reduce the risk of similar situation i
the future (Coppola. 2011)

3.  Effect of Disasters, Crisis and Emergency Situations on the Tourism

Industry

The changing travelling fashions and travel motives prompt tourists to not only travel
more often but also to choose untraditional routes of trips. However, there is also a *dark’ side
of this phenomenon. Tourists increasingly often become the victims of terrorists and hostages
of radical groups (Pawlicz, 2012, p. 157). Moreover, as they decide to travel to the regiony
which are not adjusted for the tourists” needs, tourists also encounter other threats and risks,

Scientific research related to the effect of crisis, disasters and emergency situations on
tourism may be grouped into two phases. Articles written and surveys carried out before 2000
mostly focus on the impact of terrorism on tourism, Meanwhile, writings of scientists from
different countries dating from the year 2000 more often analyse and discuss the subject of the:
effect of crisis, disasters and emergency situations on tourism (Pawlicz, 2012, p. 157). -

Tourism development largely depends on extemal threats (Batorski, 2013, p. 71}
Regardless of its scope, impact and outcomes, any crisis has a considerable effect on the
sector of tourism (Pawlicz, 2012, p. 157).

Scientists have noticed that the events of the last few decades have determined drastic
reductions in tourist flows (in the 20" century, the ber of tourists reduced id
twice — in 1982 and 2001) and lead to ‘unpopularity’ of certain travel directions. Global
economic situation is not the only factor determining such falls; political and natural events
also play an important role.

As stated by L. Pender and R, Sharpley (2008), natural, economic and political eventy
have had a huge effect on the development of regional and national tourism industry of certin
countries. Besides. terrorism has more than once affected the development of tourism and hag
prompted certain countries to review their readi to making decision and taking actions it
critical situations. It is worth remembering the 9/11 events in New York or the events of
October 2002 in Bali (Pender, Sharpley, 2008, p. 332). Meanwhile, in the period from 2008 o
2010, cconomic situation had a big effect on the sector of tourism (Zdon-Korzeniewskil,
Rachwal, p. 117).

There are many more similar examples. Nevertheless, it is necessary to emphasise thil
the recent few years have seen such situations more frequently and the scale of such incidenty
has increased. Below are the factors listed which have a big effect on the development and
expansion of the tourism industry:

o Deterioration of cconomic situation which affects tourist flows and their decreasing

purchasing power;

o Natural disasters which negatively affect the tourism infrastructure and limit the
provision of tourism services. Besides, they negatively affect the degree ol
popularity of the tourism region among tourists;

o  Prolonged unfavourable weather conditions (during the season, in particular):
~ Hotel reservations cancelled;
~ Travel duration shortened;
~ Decreasing popularity of the tourism region among *last minufe’ tourists;

o Industrial disasters (e.g., duration of trips shortens due to high air pollution);

e Terrorism;

«  Epidemics and pandemics (Panasiuk, 2013, pp. 26-27).

Santana (2004, p. 301) notes that there are many new factors leading to crisis in tourism.

He provides clusters of crisis typologies in tourism generating them in the axes in terms ol

(]
ey 12th International Scientific Conference Q—”J’
R HUMAN POTENTLAL DEVELOPMENT o
Klaipeda, 27 - 28 May, 2015 ‘“a

their ongm.(Socio — Economic and Nature/Technological) and their severity (Severe -
Normal), (Figure 2). In addition, the author points out that these clusters may affect each
ulhcr. ¢.g.. majority of technological accidents may also determine natural disasters. Besides.
crises may change in terms of their progress and become severe instead of normal. '

Psychopath behaviour: Sici o
N oot VCI0-Eeonomic Communication:
Crime False advertising
Kidnapping ’ PD disasters
Saborage Oyer-reaction
e Ro h.h oy 2l Infrastructure: Amlmsh e
Conflicts: 0“;::;::::‘“ !
Wars
; L Market:
(‘h_lemlla N— Competition
Civil unrest Strikes
Di -
W’l’, > Image/Reputation
— = Health: —————
2 & Sl §
2 Pest
Epidemics E
Natural disasters:
Floo:k ¥ System falluress
Eanth g Major industrial incidenty
urricanes Adreraft disnsters |
Drought Transpors disasters
Nature/technological

Figure 2. Framework of Generic Causes of Crises in Tourism (Santana, 2004, p. 301)

It should be stressed that Ial_ely several types of catastrophes have been faced at a time.
One of such cases was recorded in Japan', when at the same time there was an carthquake,

a tsunami, an accident in a nuclear power plant taking place, and logistics-rel
s sistics-related
encountered (Krawezyk, 2013, p. 169). o e

4. Crisis Management Models in Tourism

Research and practical literature of tourism present quite a wide varicty of crisis
management models. [n their discussion of research on crisis management in Iouriém
Pamske.vlas et al. (2013, p. 3) cover several prevailing directions as follows: 1) on crisis and
post-crisis communication involving the interrelationships between both internal and external

stakeholders and the social control of organizations: 2) proposal different models for the
development of crises.

' Since 1947, legislation related to the of enises and have been !

reviewed and updated in Japan. There is an operatio and o
i 3 S peration plan worked out and a communication system in case of
a crisis/catastrophe. 0 system in case of
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*Prepare a crisis management plan
+Set up head and elect the head/manag:
L | <Establish means of external communication
*Forecast and identify the signs of a crisis
*Drafting of methodology

i «Drawing up security and evacuation plans i
+Warn tourists and tourism organisations and s
| «C crisis i

«Establish a centre

+Coordinate rescue work

*Ensure assistance and aid to victims, install temporary dwellings
+Provide medical aid

»Estimate losses and determine how they will be eliminated

- il +Provision of information to the public (strategy)
*C ion of new objects and i of new tourism
ot eevisi infrastreuture
‘R ion' of image and ption of tourists

Figure 5. Crisis management model in tourism (Pender, Sharpley. 2008, p. 344)

In analysing crisis management model in the sector of tourism, it is relevant to take into
o "

T | definitions (Figure 6), (Santana, 1999, quoted according to Santana,
2004, p. 309), to analyse i d p on strategic, organizational,
ional and stakeholders level. As afi ioned, the i of learning and training

of human resources of organisations and of the public is very important. Santana (20:)3‘
points out that scientific literature often examines gencral outcomes of crises and
catastrophes, however, it forgets to assess that these situations affect the functioning of the
tourism business. Given the importance of the tourism industry to economy, in modelling
crisis the gic level and ideration of for critical situations in
this field by national and local gover should be d, however, no less attention
should be paid to organisations as the pref of each individual organisation is equally
important (Pennington-Gray ¢t al., 2011, p. 312). Meanwhile, preparation for crisis
management in tourism on the level of organisations has been least analysed. Organisations
have to be ready to help tourists: tourism destination managers should have crisis and disaster
management competency and have to be prepared for the management of likely incidents,
Such preparation/readiness is needed on all levels: planni T ton after
a disaster (Pennington-Gray et al., 2011, p. 313). Even managers of small tourism companies
are often forced take certain actions on their own and without any preparation (Pender,
Sharpley, 2008, p. 332).

b
|
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mamgenen
Process

AL

Preveniles
Wypstapms

conrimiiy

Figure 6. Operational Definition of Crisis M g (S 2004, p. 309)

! It is of paramount importance to make sure that eve erson knows hi i

and iy capable of acting effectively under the circums:ya:ces of crisis. mz;?"esg;
company_shuuld have a risk management action plan and an *accident plan” (Kurleto, iOIJ P
62; Pennmgton-Gr;ay etal, 2011, p. 313). This plan is an important part of the pr'eparal;m;
phase and ha_s 1o include organising of a crisis management team; it shall be also foreseen
how the tourism mlat_cd industries will be alerted about the existence of such plan and team
and what corresponding health and safety procedures are planned. When providing for lhc;
response to an emergency phase it is important to define communication procedures, the
assessment of travellers™ status and the provision of help to individuals and familics. 'Thc
restoration ph{lsc shall cover the procedures for how to return to the normal sinlu‘ztiun

implement business continuation plan, resolve human resources related problems, and axmly;c
as well as mcasu.rf and discuss the actions of every stakeholder (Pcnnington-Gra}: etal, 2011

p. 313). It shall, 1, be emphasised that dard p il do not always prove oul,'
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nsible persons may be forced to make snap decisions (Pawhcz', 2012, P _lél?,
?::r;?:rer,ciﬁ: level (I:: readiness should be taken into account ﬂt'\d the lezgmmg dgﬁr}l‘:(;in gl‘d.
then of particular importance. Organisations should b learning or s in o
of preparation for disasters and crisis management. The w:_lys_of learning m:y mﬁz
different, including distance learning as many tourism organisations have remote ag e
(Pforr, Pete, Hosie, 2008, p. 259). Morcover, an lmponanf_factor is Awh_ethen: anl gria:lslsbae‘
has experience in crisis hether a corresy g or sation: d?cuawrs b ':2
developed. Pforr, Pete, Hosie (2008, p. 260) suggest the fo!lQng indi il
preparation for crisis in an organisation: 1) existence of crisis managen}lcn Fﬁ n;
information and icati 3) human resource development; 4) efficiency
and organisational culture.

o What s the piess of cmatmication?

How the ropomabyilines are disinibuted?

apencis ol ot e sikeholdars for crisis
M Eeme T
iy {he tesinin

Figure 7. Emergency, Disasters and Crisis management in the Lithuanian tourism industry
) research model (own study)

It should be admitted that Lithuania has so far lackcd. crisi§ management n:se!arcl'x. lt:e
tourism sector including. The authors failed to find an ffrecflve crisis mal:ggcmem 5 z:n |er|l oef
tourism  industry. There has been no hop on the mess and lev 5
pre 1on of org; in the Lith tourism sector in terms of crisis management.
is, :hcrcforc, difficult to define the interaction between the stal{ehold_ers of the scct:r in :ase
of crises. It would be then reasonable to find out in furﬁ}er smfhes (Flgure N ho'w the now;:
of emergency, disaster and crisis are perceived in the Lithuanian lounsmforg_a_msanons,
experience the managers of organisations hav;. what the: ) of crisis s
models arc characteristic of Lithuanian tourism orgamsatmns_a.nd whether any learning
process is taking place in the sector of tourism in the context of crisis management.

& onclusions o
8 I(li their daily activities individuals, communiti_es and socnt{llcs face a numl:jer of thr:‘:?l;
Travelling abroad or within their own country, tourists are continuously exgose t:o abg:c‘ e
likelihood of danger, regardless of whether they are aware of .th.at or not, and are the of ajnd b,
potential effect and outcomes of hazards. How much the provision of tourism services i
entire tourism sector will be affected by hazards depends on geographical location, events o

[
=
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physical conditions which develop in the space of movement, on the places tourists stay, on
their activities and on a mere coincidence. Threats we most often encounter are usually
grouped into three types. namely, natural, technological and intentional.

Threats may arise and cause catastrophic outcomes when certain events or physicil
conditions develop in a specific region, the point of destination of travel or in one's nutive
country. Such situations are called disasters, emergencies and crises. It is evident that not ull
emergencies are di s, but all di: are emergencics, as the latter is a much broader and
less restrictive term. A crisis is a crucial and unstable state of affairs with a possibility (o bring
about a decisive change.

Emergencies can lead to cultural, social, ic and psychological outcomes uid
affect individuals and communities. The extent of such outcomes is measured by the numbey
of casualtics, the number of people affected and the general damage (loss) caused is extimatod
by means of monetary units. The main global trends in terms of the effect of UG
d that the of people affected by disaster is rising, disasters are becoming
less deadly and more costly, poor countries are more affected by disaster's consequencey,

Many countries worldwide have similar emergency management systems whioh diffuy
in their capabilities to cope with the outcomes of emergencies. Neverthelesy, from the muodin
point of view, the full cycle of emergency management involves: mitigation, the process nf

ing risks and hazards; preparation for i ding impacts (imcluding such aotiviiies s
warning and ion); of, or resy to, the emergency phise; oV Y or
restoration of major human and infrastructural systems; and reconstruction of iy
buildings and structures.

The scctor of tourism has been seeing the increase in emergency wid sl
Furthermore, globalisation and the i ing tourist mobility result in (e wiilering af e
spectrum of threats and the growth of the danger they pose. Tt should be cmphisined (i the
increase in frequency and recurrence of emergency and disaster adjust the cholva ol sl
routes and the popularity of certain destinations. The growing effects of on !
disaster have determined a great interest in the tourism industry and tourigts by sciontin, i
the practice of tourism sector, classical MPRR or PPRR four-stage modely are
scientific literature, however, analyses a wide variety of models and stresses problonaic
aspects as well as presents different indi . It should be noted that iy models
emphasise the constituent of human resource development and learning of the el
organisation which is seen as an important factor to both avoid emergencies, disasters nnd
crises in tourism and to successfully manage crises. Moreover, there is a lack of research on
crisis management in tourism on organisational level, hile, the preparation and
readiness of organisations and their effective participation are gnised as o significant
factor in effective crisis management.

For the meantime, Lithuania has no practical model for crisis management in tourisim,
there is also a shortage of scientific research in this field. For this reason, systematic research
should be carried out involving legal databases, preparation of the public sector and tourism
busi organisations for emerg It would be reasonable to find out how Lithuanin
tourism organisations perceive the notions of emergency, disaster and crisis, what experience
managers of such organisations have, what crisis management models are typical in
Lithuanian tourism or and how human resources are developed in terms of crisis
management in the tourism industry.
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A goal of the Conference

The conference builds on its eleven-year tradition and continues not only in tradition but also an
established quality. The goal of the 12" Intemational Scientific Conference is of international
scientific conference is knowledge exchange in the area of intentional human potential

dev

lop: and of the newest theoretical assumptions and actual conditions of the

practice, focused on the need to change approaches to the forming, motivation and development
of value-creating power of the organization - employees and managers.

Orientation of the Conference

o
S,

general issues of the human potential utilization and de
human ial, social responsibility of b ethics in the human potential development,
higher education management, organizational culture, life-long | ¢ and career, empl
branding, work performance management, balance of the work and non-working life, flexible
organization and flexible employment, personnel marketing, HR audll HR Lonlrolhng
modern forms of communication, the current erge ics and eny ion in
org,dmz.ﬂlun\, sdlel) at work);

(strategic g

new ch in the develop of human potential and human resources management
(confrontation of human potential and human capital, creating added value through people,
the possibility of human potential measurement and appraisal, investment in human potential
or capital, leadershi ¥ 2 motivation of human potential, social media
and informati ication technology in the human potential development, human
potential and human resources in an era of rcu)vu-mg from global recession and social
crisis):

innovative models and prnmral ap]muu‘hes in area of human potential/human resource

7 and cre develop (transfer of innovative models of human
I I/resource U culture of creativeness in the organization, wide app hes
to talent management and creativeness  develor age knowledge
2 diversity value strategic workforce planning in
regions, competencics of and employ in public ad ion, innovation in
human potential development strategies. social 1 ions in human potential development

and regional development).

Web Conference presentation: http:/frcatel. fri.uniza.sk/hrme/ConfHPM/index himl

Overarching scientific project: VEGA 1/0890/14 Stochastic Modeling of Decisi

making Processes in Motivating Human Potential.

Conference quality assurance:

All papers were reviewed by two unbiased reviewers.
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