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ABSTRACT

Title of Thesis Crisis Management of Hotel Business Under the
Pandemic of Coronavirus Disease 2019
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Degree Master of Management (Integrated Tourism and
Hospitality Management)

Year 2023

The main aim of this study is to study crisis management of hotels in Bangkok
under the COVID-19 epidemic situation. To achieve the research aim, three objectives
were raised: 1) to study guidelines in crisis management of the hotel business in
Bangkok under the COVID-19 outbreak situation: 2) to study the adaptation and
troubleshooting of hotel executives in Bangkok under the COVID-19 outbreak
situation: and 3) to study the roles of the leadership of hotel executives in Bangkok
in setting management policies in accordance with regulations of the government
agencies. This study was conducted with qualitative research methodology by using
in-depth interview technique to collect data from 3 sample groups: executives of
small, medium and large hotels, totaling 15 people. Afterwards, content analysis was
used to analyze data.

The results of the study showed that the COVID-19 outbreak has had a wide
impact on hotel management because the majority of customers are foreign tourists.
Many hotels had to reduce the number of employees, reduce room prices, open for
service only in some parts, which showed the adaptation to reduce expenses for the
business could continue. Hotel executives were therefore the important players in
crisis management and the setting of management policies in accordance with
government regulations to control and prevent the spread of COVID-19, including the
standard of Amazing Thailand Safety & Health Administration or SHA and SHA+,
which all hotels were willing to cooperate in order to create standards in service and

to overcome the crisis as soon as possible.



In hotel management, executives needed to use management strategies to
run business. This included the perception and assessment of risk, the crisis
management, the leadership to manage crises and the ability to set management
policies to deal with crises that may occur in the future. Hotel executives were
willing to participate the SHA and SHA+ standards to guarantee cleanliness and
hygiene standards. However, some hotel customers, especially foreigners, may not
understand and cooperate. Therefore, the government and hotel operators needed
to publicize for the customers to be aware of the safety standards.

When the COVID-19 epidemic situation began to subside and the hotel
business has begun to open again, hotel executives should set guidelines for the
organization management to ensure that personnel and business are ready to deal
with the COVID-19 crisis or other crises that may occur in the future. Some
suggestions from this study include: 1) policies and guidelines of hotels should be
established to deal with the epidemic crisis or other crises: 2) the participation of
entrepreneurs in the form of clubs or associations should be established for
cooperation in various operations: 3) hotels and government agencies should
coordinate to formulate various regulations that can be effectively
implemented: and 4) the hotel's operating models should have been adapted to be

consistent with the changing situations.
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No. Author/Years Study Area
+» 9 5
© © %) [J] = O
£ § S fsEoe
= 2 é o é
1. Sandra M. Sanchez-Canizares (2021) °
2. Yu-Chen Lin & Chiang-Ming Chen °
(2021)
3. S Basnyat, S Sharma (2021) °
4. A Ahmad, A Jamaludin (2021)
5. AS Bhati, Z Mohammadi, M Agarwal
(2021)
6. SS Yeh (2021)
7. H Kamata (2021)
8. DR Toubes, N Araujo Vila, JA Fraiz
Brea (2021)
9. Hilmi A. Atadil & Qiulin Lu (2021)
10.  Mihir P. Mehta, Gopal Kumar & M.
Ramkumar (2021)
11. T Matiza, E Slabbert (2021)
12.  Jaigi Yan, et al (2021) °
13. Larissa Neubuger & Roman Egger
(2021)
14. Francisco Peco-Torres, et al (2021) °
15. K Thirumaran, et al (2021)
16. Jongsik Yu, et al (2021) °
17. Reynaldo Angga Siagian, et al (2021)
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No. Author/Years Study Area
o O S
= 2 é s g

18.  Muhammad Burhan, et al (2021)
19. Ebere John-Eke & Bayo, Princewill

Lekara (2021)
20. lLaurent Yacoub & Samer ElHajjar °

(2021)
21.  Michal Burzynski, et al (2021)
22. Raed Hussam Alzoubi & Amar °

Hisham Jaaffar (2021)
23. Islam Elbayoumi Salem, et al (2021) °
24.  Karin Hogberg (2021)
25.  Yi-Wei Zhang, et al (2021) ° °
26. Chun Liu & Jingjing Yang (2021) °
27. D Gursoy, CG Chi (2020)
28. P Jones, D Comfort (2020)
29. R Ranasinghe, A Damunupola (2020)
30. Li Zhan, et al (2020) °
31. Hakseung Shin & Juhyun Kang (2020) °
32. Dung Le & Giang Phi (2020)
33. Ivan Ka Wai Lai & Jose Weng Chou

Wong (2020)
34. Basak Denizci Guillet & Angela Mai °

35.

Chi Chu (2020)
Maisoon Abo-Murad & Abdullah AL-
Khrabsheh (2019)
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