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vaccines, antiviral drugs and the bitter experience of managing a health crisis, is a 
useful time to reflect on how destinations, businesses and communities around the 
world coped with COVID-19. We hope that this book, through its combination of 
introductory chapters that set out the key concepts necessary for ‘bouncing-back’ 
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INTRODUCTION

Tourism at a crossroads

James Kennell, Priyakrushna Mohanty,  
Anukrati Sharma and Azizul Hassan

Introduction

The impact of the COVID-19 pandemic on the global tourism and hospitality 
industries has been profound (Sharma et al., 2022; Sigala, 2020). Not since the ter-
rorist attacks in New York in September 2011 have we seen global travel impacts 
as wide-ranging and as severe. Tourism and hospitality have shown incredible resil-
ience in the past, with international arrivals recovering quickly after crises and 
periods of restructuring and diversification providing opportunities for entrepre-
neurship, product development and the emergence of new destinations (Beirman, 
2021). The COVID-19 pandemic, however, is proving longer-lasting than the pre-
vious period of crisis. After emerging in China in late 2019, the virus has spread 
to every corner of the globe, but it has been experienced differently in different 
destinations. Some countries adopted severe lockdowns, while others took a more 
laissez-faire approach, at least initially (Cheng et  al., 2022). Vaccines and other 
medical interventions that can prevent or mitigate the impacts of the pandemic 
have also been unequally distributed. National interests and corporate power have 
undermined the potential for a truly global approach to the pandemic, with vac-
cine nationalism undermining efforts to distribute medicines to the developing 
world (Wagner et al., 2021). The pandemic is not yet over, although the worst may 
have passed for many richer countries.

The diverse applications of travel bans, lockdowns and vaccination programmes 
mean that international travel is restarting uncertainly, and not all markets or desti-
nations are yet fully integrated back into the global tourism and hospitality market. 
Many tourists, too, are apprehensive about their future trips, whether for reasons 
of health security, worries about the quality of experiences in destinations, accom-
modation and restaurants, or simply because of the new inconveniences and costs 
associated with travel (Fedeli et al., 2022). Despite these negatives, many people see 
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the pandemic as an opportunity to ‘reset’ tourism and hospitality and to consider 
anew how the industry can become more sustainable and make a more meaningful 
contribution to development (Stankov et al., 2020).

It is necessary for governments, local authorities and destination management 
organisations to find innovative and effective ways of responding to this significant 
crisis. Many businesses in tourism and hospitality are now facing a chronic human 
resources crisis caused by staff taking leave for illness, migrant staff returning to 
their original home countries, and many workers choosing to leave the industries 
altogether for more secure employment (Baum et al., 2020; Chen, 2021). In the 
face of this, many tourism and hospitality businesses have become more innova-
tive, accelerating the rollout of technology and developing creative new service 
approaches (Chang et al., 2022; Mohanty et al., 2020).

Governments and their agencies across the world have intervened heavily in the 
tourism and hospitality industries, imposing new laws and regulations as well as pro-
viding financial support (Kennell, 2020). As the world learns to live with COVID-19  
and to adjust to the ‘new normal’, it will be necessary to formulate effective policies 
and strategies that are based on evidence from the varied international experience 
accumulated by the tourism and hospitality industry during the pandemic (Škare 
et al., 2021). Researchers and educators have a role to play in this. Carrying out 
research that reflects deeply on these issues (Filep et al., 2022), and explaining its 
findings through publications and teaching will help to inform not only policy, but 
also the actions taken by businesses as we enter the post-pandemic period.

This book has the aim of gathering together examples of this research and pre-
senting them in a way that will be useful for researchers, students and practitioners 
in tourism and hospitality, as well as policy-makers. There are important lessons to 
be learnt from this research, not just for the pandemic response but for future crises 
of different kinds. The book contains research from five continents and a mixture 
of chapters that focus on national case studies and those that take a more global 
perspective.

Overview of the book

The first section of this book provides an overview of the key principles that it 
is necessary to understand for the recovery of the global tourism and hospitality 
industries: first, the idea that tourism is at a crossroads, with multiple potential 
development paths ahead; second, the concept of crisis management; third, the 
principles of destination recovery; and fourth, the role of sustainable development.

Vujičić et al. (2023) examine how the COVID-19 pandemic could influence 
the acceptance of alternative pathways of post-pandemic tourism development. 
Under alternatives, this chapter considers not just alternative forms of tourism 
as a consequence of alternative consumer lifestyles but also all alternative ways of 
organising and conducting tourism businesses.

Vlachos (2023) explores and unpacks the concept of ‘crisis’, the impact of cri-
ses in tourism and hospitality settings, and policy responses. The chapter begins 
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by considering the similarities and differences between human-made and natural-
occurring crisis conditions, with numerous historical and contemporary examples. 
Then, a conceptual typology is formulated to distinguish between one-off and 
recurring (cyclical) crisis conditions, the scale of their impacts, and their influence 
on short- and long-term planning and development.

Bladen and Callinan (2023) propose that whilst pre-pandemic tourism and hos-
pitality research has generally focussed on broader destination-marketing concepts, 
post-pandemic attention should be paid to the remedial and other post pandemic 
actions required by stakeholders to facilitate recovery and ongoing tourism destina-
tion effectiveness. Emphasis is placed on the strategic application of the psycho-
logical formation of tourist perceptions, with key attention to the role of social 
constructionism, semiotic design, and nudge theory in destination brand marketing 
messages.

Dos Anjos et al. (2023) approach the concept of sustainable development from 
the perspective of its intertwining with mobility, connectivity, technology and 
management during the pandemic period. In this scenario, two issues linked to the 
current crisis are highlighted: governance and sustainability, relating to the ability 
of destinations to manage risks, and the challenges for the management of tourism 
services, given the need for destinations to develop recovery activity that supports 
sustainable tourism.

The second section of the book presents 14 separate case studies. Twelve of 
these are from countries spread across five continents, while a further two take a 
more global perspective on issues affecting tourism at the crossroads.

The first chapter, by Henema at al. (2023) presents the first case from the global 
South. They show that in the absence of international tourism arrivals due to the 
COVID-19 pandemic and lockdowns, South Africa looked to domestic tourism 
for recovery. The local savings culture of stokvels is shown to have great potential in 
promoting domestic tourism expenditure if targeted marketing and packaging are 
undertaken for the stokvels economy to support the tourism value chain in South 
Africa. Stokvel tourism can create a new pool of domestic tourists to support South 
Africa’s recovery whilst institutionalising the habit of holidays.

A second African case study is given by Hassan (2023). The chapter identi-
fies marketing strategies adopted by Nigerian tourism organisations, destinations 
and managers during and after the coronavirus pandemic to enable them recover 
from this economic shock. SWOT analysis is employed to assess the internal and 
external environments of Nigerian tourism organisations in order to suggest the 
right marketing strategies for recovery. The chapter reveals new innovations, tools 
and marketing strategies employed by various governments, universities, agencies, 
tourism firms and marketing organisations during the pandemic periods through 
collaboration

Chapter 7 by Mishra and Mishra (2023) utilises Ulrich Beck’s concept of the 
‘risk society’ to analyse the type of risks created by the COVID-19 pandemic in 
the tourism industry and its impact on different sections of society that are depend-
ent on the tourism sector. Using a case study of the famous hill station in India, 
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‘Mussoorie’, the chapter concludes that the COVID-19 pandemic has created risks 
that have intensified class, caste and gender differences in society in India, thereby 
impacting the lives of vulnerable sections of the population.

Arora and Lal Sharma (2023) draw attention to a global phenomenon: the rela-
tionship between Millennials’ travel behaviour and their cohort’s quest for spiritu-
ality. Millennial tourists have been severely affected during the pandemic due to 
heavy financial and other losses. This chapter explores millennials’ quest for spir-
ituality and spiritual well-being, also taking into account their interest in religious 
tourism, which at times could lead them to mystical experiences to help them 
escape from the drudgery of life during the post-pandemic period.

In Chapter 9, Cihangir-Çamur et al. (2023) explain that many scholars have 
tried to reveal the COVID-19 pandemic’s interplay with the capacity of different 
societies to overcome, adapt and be resilient in the face of a rapidly evolving chal-
lenge. To this end, the Turkish experience and response to COVID-19 is presented 
and analysed from policy, planning and management perspectives. This chapter 
provides a critical viewpoint on how far Turkey’s experience mirrors or differs from 
its rivals in terms of its crisis management plan and, in particular, its use of market-
ing strategies in the recovery process.

Ye and Guix (2023), in Chapter 10, also argue for the importance of localisation 
or locally led recovery, which has been increasingly recognised as advantageous in 
strategic crisis management and resilience building. A case study of the Binna Burra 
Lodge, Australia’s longest-established nature-based resort, illustrates the complex 
effects of back-to-back disasters and the powerful occasion for sensemaking ini-
tiatives as part of an innovative localised recovery. The authors argue that locally 
led recovery provides a holistic, grounded approach; it provides an opportunity 
to give stakeholders a voice and return agency over their adaptation to systemic 
disruptions.

The case of external quality accreditations for hotels in Spain is the focus of the 
next chapter, by González-Torres et al. (2023). Customer trust in hotels and other 
tourism services can be seriously damaged by the effects of epidemic outbreaks, 
such as COVID-19, if quality standards are not maintained and improved by elimi-
nating any uncertainty that the customer may have. This study examines the role 
and usefulness of external certifications related to the COVID-19 pandemic. The 
results revealed that large hotel chains prefer to develop their own quality proce-
dures while using external certifications as a potential marketing tool to attract 
health-conscious tourists in the post-pandemic period.

In Chapter 12, Maitra and Jain (2023) explore the phenomenon of online edu-
cation in hospitality settings, which became ubiquitous during lockdown periods 
across the globe. Using a survey of various hotel management institutes across 
India, they focused on evaluating the effectiveness of online learning as a substitute 
for hospitality courses. Findings suggest that faculty commitment to online educa-
tion is a significant factor in its success; faculty should give personal attention to 
students as they face network issues, buffering, less visibility on mobile screens, 
chaos and connectivity problems.
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The chapter by Barbosa et al. (2023) is concerned with addressing the impor-
tance of food delivery applications in the tourism and hospitality industry at the 
time of the COVID-19 pandemic from the perspectives of consumers in Portugal. 
To achieve the objective of the study, mixed methods were used with both qualita-
tive and quantitative techniques and numerous insights were produced relating to 
restaurant business consumers and the reasons for their use of digital tools during 
the pandemic, and how this can capture the attention of consumers as a potential 
strategy to recover the industry and support crisis management in the future.

Also looking at the hospitality industry and the challenges that its workforce 
continues to face during this period of crisis, Siegel (2023) uses the case of the 
North American city of New York to identify pandemic-related stressors, includ-
ing dangerous working conditions, low wages, job uncertainty and burnout. 
Agreeing with studies conducted prior to the pandemic, social support is a strong 
recommendation made in this chapter to help combat occupational stress; however, 
it is not a one-size-fits-all solution in a post-pandemic scenario. This study stresses 
the regional variance of occupational stress, which is dependent on local social and 
cultural factors as well as the agendas of regional decision makers.

In Chapter 15, a South American case study from Colombia is presented by 
Torres Aguilera et al. (2023). It presents the farmer’s organisation, ‘Building the 
Future of the Jardín Municipality, Antioquia’, who sought in tourism a way to 
overcome challenges in a sustainable way. Based on this case, this chapter seeks to 
determine whether community tourism is a sustainable development strategy for 
agricultural communities post-COVID-19.

The next chapter draws on research carried out at the Mexico–USA border. 
López-Vizcarra et al.’s (2023) study revealed a clear relationship between the hotel 
occupancy slowdown in the border city of Tijuana and violence through the last 
period before the COVID-19 pandemic and a more obvious impact during the 
health emergency due to this phenomenon. Furthermore, it was found that the 
COVID-19 pandemic impacts on hotel occupancy can be solved by applying risk 
management programs in their planning, especially by using supply chains as the 
main tools.

Chapter  17 by Sousa et  al. (2023) takes a global perspective to examine the 
emerging contexts in which VR and AR have surfaced in hospitality and tour-
ism research, and whether in a post-COVID-19 landscape, there is interest and 
opportunity for cutting-edge technologies in contributing to destination recovery. 
From an interdisciplinary perspective, this chapter aims to present contributions to 
marketing, virtual tourism and pandemic management.

The final case study chapter, by Mahender Singh et al. (2023) highlights a vital 
area of the pandemic response that has been under-researched to date, that of the 
ways in which this has impacted chefs and their culinary practice. Using an Indian 
case study across multiple destinations, the study reveals how these key stakehold-
ers in the hospitality workforce have adapted their practice to meet the regulatory 
and legal changes that have formed a part of the pandemic response and how they 
anticipate this developing in the post-pandemic period.
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Conclusion

This book aims to provide both conceptual and practical guidance for researchers, 
practitioners and students considering how to support the recovery of the tour-
ism and hospitality industries in their destinations. We hope that the book will 
be included in the reading list of undergraduate and postgraduate programmes of 
study and that the insights generated by each case study suggest practical steps that 
can be taken to support a sustainable recovery.
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