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tourism destinations, including Iran, in the short and long term, and has once
again highlighted the need for crisis management in the tourism industry.
Therefore, the present study aims to develop and explain the Murphy three-stage
model (before the crisis, during the crisis, and after the crisis) in order to manage
the crisis in Iran s tourism industry. Accordingly, this research has been done by
using a qualitative approach and using the content analysis method (theme), and
using the opinions and views of 24 experts in various fields of tourism. The
findings of the interviews are categorized into three levels of open source, axial,
and selective by MaxQDA software. The results of the research are a strategic
model that explains the management of the tourism crisis in three stages based
on the objectives, strategies, and specific actions. Based on the findings of this
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1. Introduction

The tourism industry is fragile and very
sensitive to external phenomena and
changes, and in a way, it can be said that
the tourism industry is a glassy and fragile
industry, Therefore, tourism is strongly
affected in crisis. Perhaps it can be said
that one of the main reasons for the high
vulnerability of this industry is the
integration of tourism and travel products,
which is the result of interaction and
cooperation between different sectors
such as transportation, accommodation,
hospitality and so on. Accordingly, tourism
destinations and communities try to
minimize the negative effects of various
crises through crisis management
approaches and pave the way for the
recovery of the tourism destination
system and related businesses, after
subsidence crisis. Therefore, it is very
important to pay attention to crisis
management in this industry. On the other
hand, in the post-Covidl9 period, the
situation of this industry should be
considered; Because of the post-Covidl9
period, tourism businesses have become
relatively weak and do not have the
capacity to survive. The purpose of this
study is to develop a crisis management
model in the tourism industry based on a
strategic approach and based on Murphy's
basic model in the field of crisis
management.

2. Materials and Methods

This research is prepared based on
qualitative  research  method  with
deductive approach and used thematic
analysis method; Which seeks to interpret
the factors affecting Iran's tourism crisis
management. In this regards a model of

tourism crisis management provided by
examining the existing contexts and
conditions. Therefore, as the process of
data gathering, the opinions of 24 experts
in different fields of tourism have been
used. At the first, In the interview process,
the goals and necessity of the research
were explained to the interviewees and
then the definitions of the research
variables were stated for them and then
the interview was conducted. For this
purpose, after conducting the interviews
and converting the audio files of the
interview to text files, by using MaxQDA
software, the content of the interviews
was coded in three levels, including open,
axial and selective codes. In order to test
the validity of the questions, 3 interviews
were conducted as pre-interviews and the
questions were corrected based on the
existing ambiguities. Also, in order to
observe the quality and validity of the
interviews and the validity of the
questions, two approaches of credibility
and reliability (member control method or
responsive credibility) have been used.
The coded themes were classified based
on Murphy (2008) three-step model and
strategic approach.

3. Discussion and results
The results of this study were the

identification of a three-stage applied
model (Pre-crisis, crisis and Post-crisis)
and each stage consisted of three levels
including goals, strategies and actions.
The main goal in the pre-crisis stage is
prevention.  This
preparation and empowerment strategies
that are implemented through actions
such as planning, forecasting, and
information management. The second
stage in crisis management is the crisis
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stage in which the main goal is effects
management through strategies such as
action / reaction as well as damage
reduction. These strategies  are
implemented through measures such as
maximizing  participation, reducing
activities, relief and response, and
monitoring. In the third stage, the crisis is
over or is ending, and therefore the main
goal is to revive and improve the tourism
system. Strategies in the areas of
marketing review, financial management/
operational efficiency, and business
resilience are considered. These strategies
are implemented through actions such as
product and demand reconsideration, cost
reduction, participation, learning, and
adaptation to the new order.

4. Conclusion

The proposed model has an active and
forward-looking approach to the issue of
crisis. In this model, in addition to paying
attention to the recent approaches to
crisis management, an attempt has been
made to consider its practical aspect and
to avoid a purely theoretical point of view.

In the first stage, the pre-crisis stage, the
main goal is to prevent crises, although
many crises cannot be prevented; But
being prepared for them can be effective
in reducing the amount of damage (Shakib,
1385). In order to be prepared, one must
have a correct and  complete
understanding of all the things that occur
in a crisis. In order to be prepared for the
forthcoming crises, steps must be taken.
The first one is planning; Because having a
proper plan can achieve the desired goals
and effective implementation, therefore
maximize results and prevent wasting of
resources will archive (Kordvani et al.,

Y-\)). The second step in this direction is
forecasting. Crisis management (in the
tourism industry) is defined as a
systematic process in which it seeks to
identify and anticipate potential crises and
then take precautionary measures against
them to minimize its impact (Crisis
Management Manual, 2016: 15). The next
step will be to design a crisis management
system. Kienzle et al. (2010) also state that
crisis management involves identifying,
evaluating, and addressing  crisis
situations, and that a crisis management
system facilitates this process by
establishing coordination among all
parties involved in the crisis. One of the
characteristics of the tourism industry is
the diversity of activities and their
integration, which increases the need for
coordination between different sectors.
Coordination between organizations is a
process in which all levels of management
and executive active in tourism work
together effectively and efficiently. This
coordination takes place between
different regional departments or
different levels of government. Crisis
management at the time of occurrence is
mainly a reaction that responds to a crisis
after its occurrence (Samad Mirkalai et al.
1394). The goal is to adopt strategies that
are actively pursued in times of crisis,
either predictably or contingently. These
types of strategies define actions that aim
to manage the current situation. Culture,
contingency planning, cooperation and
partnership, relief and accountability are
among the most important actions in this
time of crisis. To this end, the first action
of maximizing participation is considered.
According to Newport & Javahir (2003),
community participation should be seen
as a social process in which vulnerable
groups organize themselves for common
needs and problems. However, in order to
become a practical reality and reduce
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crises and disasters, not only the
participation of all those affected is
needed; Rather, it requires the
participation of relevant institutions, non-
governmental organizations and the
general public as supportive institutions
(Yodmani, 2001, quoted in Linnell, 2013).
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