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Abstract

The research aims to study the impact of the crisis on the tourism business, the
government’s crisis management measures, and the crisis management of the tourism
business. This qualitative research was used to study the crises that affected the tourism
business in Thailand over the past 20 years. The research methods included document
research and an in-depth interviews with 10 people with experience in the tourism business
crisis. The data was analyzed using the content analysis method. The research results revealed
that the impact of the major crisis that caused the number of tourists to decrease the most
was the COVID-19 crisis. International tourists decreased from 39.9 million in 2019 to only
400,000 in 2021. The government has measures to alleviate the economic impact during the
tourism crisis by providing loans to tourism businesses and stimulating tourism with tax
deduction measures. As for crisis management, most tourism businesses used strategies to
generate income during the crisis by marketing to other tourist groups instead of the lost
groups. They focus on Asian and Middle Eastern tourists instead of American and European
tourists and find income from other channels instead of the main income from tourists. In
particular, during the COVID-19 crisis, they focused on generating income from restaurants
instead of income from rooms, as well as reducing costs and expenses by reducing unnecessary
expenses and managing personnel by reducing the hiring of temporary employees, training

employees to work in multiple departments, and closing some service areas.
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Table 1Number of foreign tourists and income from foreign tourist tourism during the crisis

period between 2002 and 2023

Number Income
vear Crisis Event (Million) ~(Billion Baht)
2002 SARs 10.8 3235
2004 SARs and Iraq War 10.0 309.3
2005 Tsunami (End of year) 11.7 384.4
2006 Coup d’état (CDRM) 13.8 482.3

Bombing in Bangkok and its vicinity
2008 The Yellow Shirts” political rally and The US financial ~ 14.6 574.5
crisis (subprime)
2010 Red Shirt political rally 15.9 592.8
2011 Great flood 19.2 776.2
2013 Political gathering of PDRC 26.6 1,207.2
Coup d’état (NCPO)
2015 Bombing at Ratchaprasong Intersection 21.4 1,118.8
2016 Zero Dollar Tour 32.5 1,633.5
2019 Multiple bombings in Bangkok 39.9 1,911.8
COVID-19 pandemic (began at the end of the year)
2020 COVID-19 pandemic (severe outbreak) 6.7 332.0
2021 COVID-19 pandemic (starting to ease) 0.4 24.0
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Table 2 Summary of crisis management methods for tourism businesses

Crisis characteristics

and duration

Revenue Management

Cost Management

A crisis event that occurs and
ends quickly, such as a bombing
of a major tourist attraction, etc.

Localized crisis events may be
prolonged or recurring, such as
flooding, occasional political

rallies, etc.

A crisis that occurs and lasts for
a long period of time, such as a
prolonged political conflict or

an epidemic, etc.

Maintain relationships
with existing customers
Clarify and provide
information about crisis
situations to customers
Build trust and promote
sales to encourage
customers to return to
use the service

Clarify and provide
information about crisis
situations to customers
Temporarily suspended
during the crisis

Make a plan to relocate
customers to another
place if a crisis occurs
(hotel business)
Promote sales to
encourage customers to
return to use the service
after the crisis ends

Maintain relationships
with existing customers
Clarify and provide
information about crisis
situations to customers
Build trust and have safety
measures in place
Promote sales to
encourage customers to
return to use the service
after the crisis ends
Improving the venue and
new services to return to
service after the crisis
ends

Reduce unnecessary
expenses

Reduce the number of
temporary or daily
employees

Reduce unnecessary
expenses

Reduce the number of
temporary or daily
employees

Allow staff to take leave
during the crisis, possibly
reducing some salaries if
the crisis lasts

Reduce unnecessary
expenses

Reduce the recruitment
of new personnel by
training employees to
perform interchangeable
tasks

Allow staff to take turns
taking unpaid leave during
the crisis

Lay off some employees
as necessary

osansuisyn
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