Student Case Study Reports (Response): 38 
Instructor Guide



Session 38: Student Case Study Reports (Response)

Time:1 hour


Objectives:


At the conclusion of this session, the students should be able to:

38.1 Identify and describe at least four case studies of disaster response within local tourist businesses.

38.2 Illustrate at least four “lessons learned” for future managers of tourist businesses regarding disaster responses based on case studies of local firms.

38.3 Identify and illustrate at least four responses to disaster by sectors of the tourist industry.

38.4 Identify and describe at least four action steps for managing crisis events.

Scope:

Students will present summaries of their Case Study Analysis Reports; lessons learned relevant to disaster mitigation and preparedness will be examined critically.

Readings:

1. Required Student Reading

Chuck Y. Gee and Carolyn Cain.1986.”Coping With Crises.”Travel and Tourism Analyst (June):3-12.

Thomas E. Drabek.1999c.”Understanding Disaster Warning Responses.”The Social Science Journal, 36:515-523.

2. Professor Reading

Review materials identified for Sessions 5,6,8,13,15,16, and 17 (“In-Depth Case Study of a Disaster”; “The Reality of Disaster:Managerial Experiences”; “Threat Denial:Patterns and Constraints”; “Human Responses to Disaster:Myths and Realities”; “Behavioral Study of Managerial Responses to Disasters”; “Customer Responses and Expectations During Disaster”; “Employee Responses and Concerns During Disaster”).

3. Background References

None

Requirements:

1. This session and the next one provide the professor with important course integration opportunities.Guided discussion following student presentations should highlight relevant concepts and conclusions from prior sessions, especially those identified above (see professor readings).

2. It is recommended that the professor assign an evaluation grade to each oral presentation and distribute these to students at the end of this class session or the start of the next (5%; see course syllabus).

Remarks:

Objective 38.1

Four Case

Studies

1. The professor should set the stage for the oral presentations of Student Case Study Analysis Reports.

a) length (10-12 minutes)

b) content guidelines; presented during Session 18 (see Objective 18.2, sub-section 3).

2. Student reports pertaining to disaster mitigation or preparedness should be presented.

3. It is recommended that the professor initiate class discussion upon completion of all reports for this session so as to identify and illustrate key features of each case study that are most relevant to managers of tourist businesses.

Objective 38.2

Lessons Learned

1. It is recommended that the professor refocus class discussion so as to highlight several “lessons learned” from the Student Case Study Analysis Reports.

2. Ask students:”As you think back over the presentations we had today, what would you identify as the key lesson learned that is relevant to managers of tourist businesses regarding disaster response?”

Objective 38.3

Disaster

Responses

1. It is recommended that the professor refocus the class discussion and highlight several different disaster responses by alternative sections of the tourist industry.

2. Ask students:”Based on the Case Study summaries we heard today, what specific elements of disaster response can you identify and illustrate?”

3. Refer students to the articles assigned, i.e., Gee and Cain (1986) and Drabek (forthcoming).

4. Ask students:”What three or four key disaster responses did the authors of these two articles illustrate that can help tourism managers better understand disaster responses?”

5. Elaborate as required to be sure the following points are highlighted from Gee and Cain (1986).

a) Cancellations e.g., after 1985 TWA hijacking, 1,400,000 travelers in the U.S.A. cancelled trips abroad (Gee and Cain 1986, p. 4).

b) Resource coordination, e.g., “The U.S. travel industry is actively lobbying foreign and domestic governments for changes to ensure public safety.” (Gee and Cain 1986, p. 5).

c) Heightened security, e.g., “Many industry leaders propose withdrawing landing rights at U.S. airports aimed at countries that have failed to adopt strict anti-terrorism security measures.” (Gee and Cain 1986, p. 5).

d) Awareness campaigns, e.g., “The European Travel Commission (ETC), with representation from 23 Western European countries, has also taken a number of steps to combat the sharp decline in arrivals from the U.S.A. including spending a record $45 mn in the U.S.A. on extra promotion.” (Gee and Cain 1986, p. 6).

6. Elaborate as required to be sure the following points are highlighted from Drabek (forthcoming).

a) Threat denial, e.g., following extensive flooding in portions of his business, a Sterling, Colorado man revealed his future risk perception by responding:”Less than 1%.” (Drabek 1999c, p. 517).

b) Group responses, e.g., family members processes rapidly changing warning information received from several different sources; see case example of employee and family responses in Drabek 1999c, pp. 517-518.

c) Response differentials, e.g., “ . . . the range of choices that are perceived as being available, like which are preferred, are constrained by social experience and the emergent circumstances of the moment.” (Drabek 1999c, pp. 518-519).

1) review the concept of “constrain”

2) review social factors that constrain disaster warning responses, e.g., receiver characteristics (Drabek 1999c, p. 519; message characteristics (pp. 519-520); contextual characteristics (p. 520) and event characteristics (p. 521).

Objective 38.4

Action Steps

1. It is recommended that the professor refocus the class discussion and highlight specific action steps that may be taken to improve crisis management.

2. Ask students:”Based on the Case Study summaries we heard today, what specific action steps can you identify and illustrate that managers might take to improve crisis management?”

3. Refer students to the assigned article by Gee and Cain (1986).

4. Ask students:”Gee and Cain described several important action steps for managers to improve crisis management.Which of these do you rate as most useful for managers of tourist businesses?”

5. Elaborate as required to highlight the following points (adapted from Gee and Cain 1986, pp. 8-12).

a) Controlling the outcome, e.g., “When Hawaii realized the wide publicity given to crime on the islands and the effect this was having on the travel industry, it reacted by establishing the ‘Returning Witness Program,’ whereby visitors returning to the islands to testify are provided with free airfare, hotel accommodation and a per diem allowance.” (Gee and Cain 1986, p. 9).

b) Ensuring communication channels, e.g., “ . . . the tourism industry as a whole can assist [after a disaster like the 1985 earthquakes in Mexico] by ensuring communication to many foreign visitors, as for example American Express did, and coordinating among the many tourism related businesses to ensure as little disruption as possible to the unaffected areas, and by providing services such as accommodation, food and drink, and transportation to those in need.” (Gee and Cain 1986, p. 9).

c) Cultivating good press relations, e.g., “ . . . dealing with the media is probably the single most effective way of coping with a crisis after it has occurred.” (Gee and Cain 1986, p. 9).

d) Establish contingency planning teams, e.g., “ . . . each plan must address two connected but distinct issues—carrying on during the crisis situation and bringing tourism back to normal.” (Gee and Cain 1986, p. 11).

Supplemental

Considerations

1. Ask students:” What is the most important new piece of information that you learned from the oral presentations of the Case Study Analysis Reports pertaining to disaster response?”

2. Ask students:” What is the most important lesson you learned about disaster response that you would share with managers of tourist businesses?”

3. Ask students:” What is the most important policy lesson pertaining to disaster response that you learned from the student presentations that is relevant to managers of tourist businesses?”

4. Ask students:” What is the most important disaster policy lesson pertaining to disaster response that you learned from the student presentations that is relevant to local or state emergency management directors?”

Course Developer
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