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Abstract

Purpose — Paper points out the importance of introducing and attending various educational
programs, courses and workshops that are crucial in times of crisis. Knowledge resources need to
be more integrated within management organizations, to ensure efficiency and effectiveness in
overcoming challenging conditions. Managers must learn and devise new ways of managing in
times of crisis.

Methodology — Secondary data sources, relevant studies closely related to this area of research,
indexed in the databases WoS, Scopus, Hr¢ak, and others where used. Countries Australia, Croatia
and China were selected and analyzed, with the intention of indicating the degree of representation
of educational programs in the field of crisis management, or whether they exist in university
education, business activities, are they publicly available and is their theme exclusively based on
the still present COVID-19 pandemic?

Findings — Based on the research of educational programs in the field of crisis management in
three selected countries (China, Australia, Croatia) from three different continents, it was noticed
regardless of the difference in their size and education systems, that there are no significant
deviations in the modalities of educational programs in crisis management.

Contribution — The contribution is manifested in the representation and the literature review of
contribution of educational programs in the field of crisis management. Given the occurrence of
crisis situations in tourism, which are increasingly common and come from different sources, the
need to strengthen educational programs in this area has undoubtedly been identified.

Keywords: tourist destination, crisis, crisis management, education.

INTRODUCTION

The tourism industry is highly vulnerable to crises, as tourism is affected by many
external factors, including political instability, economic conditions, the environment
and weather. Crises due to their nature, size and scale threaten the sustainability of
tourism businesses and destinations, creating a high level of uncertainty. Given the
above, the crisis phases will also differ. Understanding crises and developing their
management skills has never been more important. Consequently, destination managers
need to be able to anticipate such events and respond skillfully and strategically, in which
professional expertise and knowledge are essential. In achieving that goal, investing in
their education through an ongoing learning process is crucial. Today's business
environment is characterized by great uncertainty and risk, which is why many
organizations are not adequately prepared, which imposes the need for additional training
in terms of crisis situations. Through effective management, the goal is to avoid or reduce
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the negative effects of crises. In this context, continuous education has become an
imperative for survival, adaptability, competitiveness and long-term sustainability.

The purpose of this paper is to explore educational programs of different levels and types.
Due to the limited scope of the research, three countries on three different continents
were selected, with the aim of noticing mutual similarities and differences. The content
analysis of secondary sources of literature pointed out the diversity and complexity of
crises, the importance of learning about crisis management and the changes that result
from it.

1. DESTINATION CRISIS MANAGEMENT

With the aim of preventing destructive events and reducing their significant
consequences for a significant number of competent people and legitimate institutions,
the solution is crisis management, as a scientific-teaching discipline and research area.
Given the lack of appropriate knowledge conducive to crisis situations, education is
becoming one of the important forms of management and development. The results of
previous research conducted in this area represent useful examples of crisis management
in the destination (Ivanovi¢ 2014).

Management aims to establish an effective organization, which will respond to changing
goals and circumstances. On the other hand, a crisis is a situation whose outcomes cannot
be fully predicted or planned; for example, a mission is carried out expecting one thing,
while something completely different happens. It includes a sense of responsibility for
others, an intense effect, and moral responsibility. In order to achieve the goals and
ensure the survival of the destination, it is necessary to manage its development, which
implies constant strategic planning and reflection. It is necessary to combine resources
and create a specific tourist product that will be recognizable and competitive in the
tourist market. The concept of destination management consists of a series of activities,
such as planning, organizing, controlling, leading and finding human resources. The role
of the destination, and at the same time crisis manager, is manifested in connecting all
tourism stakeholders and resources in the area of the tourist destination, in order to
achieve individual and global goals.

Therefore, constant education and training of staff at all levels is necessary (Bosnié,
Stanisi¢ and Tubi¢ 2014). Crisis management identifies, diagnoses and analyzes the
situation and takes measures to overcome the crisis (Ivanovi¢ 2014). The function of
educational managers includes: strategic development, job planning and forecasting,
motivation, organization, computerization and information management (Arenova,
Bayarystanova and Nurmuhametova 2014). As a model, crisis management includes: life
cycle approach, strategic management, action-oriented management and integrated
approach. In the initial phase of crisis management, guidelines are proposed, such as the
inclusion of crisis planning and the formation of a working group and partnership. Then
more concrete details are given on each phase of management and implementation of
appropriate strategies. An integrated approach implies proactive (mitigation,
preparedness and warning) and reactive strategies (impact assessment) applicable during
all crisis phases (Jiang and Ritchie 2019).
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Crisis management, in a broader sense, includes activities from preventive action before
the crisis, through crisis management in a narrower sense, to learning new ways of
thinking and acting during a crisis. It is necessary to pay attention to the characteristics
of the crisis period and use the instruments of effective crisis management accordingly.
The impact of the crisis on management is manifested through: crisis signals that are
ignored, managers' reactions in line with past experience, tolerance of uncertainty is
reduced and the time perspective on current and immediate problems is narrowed.
Management's reactions to crises are different and can be as follows (Funda and Maji¢
2011):

Crisis rejection — management refuses to see signs of crisis; it exists but is hidden
Explaining the crisis — the crisis is visible, but management finds explanations for
believing that the crisis is temporary and timely action is lacking

Deepening the crisis — action is taken, but the required degree of change is
underestimated

Organization collapse — the best people leave, which reduces the ability to make
decisions

In order to resolve the crisis, it is necessary to act quickly and decisively, communicate
openly and have strong leadership. It is necessary to learn something new from each
crisis and gain some experience that will be applicable in the future, in a way that reduces
or minimizes the negative consequences of the crisis. The following strategies can be
used to respond to the crisis: downsizing, rebuilding, strengthening, efficiency, change
management, new product or market, and marketing improvement (Funda and Majié
2011).

Learning from a crisis involves analyzing a crisis event, with the aim of obtaining the
most important lessons, given how the main actors acted, and then they need to be turned
into lessons learned. If the commitment of the top management is not behind everything,
with a motivated team, familiar with the methodology and accompanying dangers,
problems in terms of time and motivation may arise. The high degree of uncertainty,
ambivalence and ambiguity, characteristic of crisis situations, makes it difficult to learn
lessons from a crisis event (KesSetovi¢ and Toth 2012). Since crises can also be viewed
as ‘emotional’ events, effective management requires a high degree of emotional
intelligence, such as awareness of oneself, others and the environment (Alpaslan, Mitroff
and Shrivastava 2013). Furthermore, a crisis experience is usually accompanied by
tension, feelings of loss, incompetence, confusion, and despair, which on the one hand
can lead to conflict and resistance to change, while on the other hand, it can trigger
positive change. Given the above, effective crisis management is important for the long-
term benefit of the destination. This process involves constant assessment and learning
from the present, along with planning for that future, desired state (Wang 2008).

Managers as leaders must be focused on priorities, because the environment reacts in
unpredictable ways, which means that new challenges and opportunities can always
emerge. Preparing for the unexpected encompasses not only the technical aspects of the
tasks, but also those cognitive and emotional requirements. Although managers may not
be fully prepared for all crisis situations, they themselves develop a mindset that helps
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them accept that they are unable to keep everything under control. In the recovery cycle,
leaders identify lessons learned, build resilience through conversation, experience
renewal, and express compassion for others (Allen, Kayes and Self 2012). Crisis
management on the one hand includes management with forecasting, planning, providing
guidance and assistance in crisis control, and on the other hand, the crisis is unique,
specific and, a priori, why it is complex to manage. Every crisis manager should have
the following competencies: self-confidence, willingness to take responsibility,
motivation and articulation of visions and missions, resilience, communication,
analytical and social skills, determination, flexibility, delegation, operational planning,
team building and networking (Lalonde and Roux-Dufort 2013). Likewise, crisis
management is defined as a comprehensive effort that organizations make in an attempt
to primarily understand and prevent a crisis and manage it effectively (Hosie and Pforr
2008).

Destination crisis management also depends on the behavior of the manager who
encourages members to actively engage and acquire knowledge and formulate strategies
in response to the crisis. As the business environment changes and becomes more
complex, it is especially important that managers develop a set of skills that will help
them in prevention and effective response to crises, but also in relation to other strategic
issues (Hayes and Perry 2008). Crisis management educational programs should have a
strategic approach. Crisis managers must be able to understand the problems created by
the situation they may face and in order to be able to make an effective decision, they
need to have certain knowledge and experience. Once decisions have been made, the
crisis manager must be able to implement strategies that can mitigate the problem and be
flexible enough to adapt to rapidly evolving changes (Chermack, Dooley and Moats
2008).

2. IMPORTANCE OF EDUCATIONAL PROGRAMS

The educational system must provide professional knowledge and key competencies,
skills and abilities facilitating the integration on labor markets and in social life (Ghic
2011). In the context of crisis management, knowledge from past experiences is a
prerequisite for better preparedness and a more effective response to crises in the future.
This is particularly reflected in tourist regions, which are characterized by a high
probability of a crisis. The concepts of organizational learning and knowledge
management have been applied in the study of tourism crises. As this process is time
consuming, destinations need to assess all resources in detail and analyze feedback on
the effectiveness of their strategies (Jiang and Ritchie 2019). It is crucial to conduct
regular staff training and exercises, so that teams are prepared for upcoming situations.
Crisis simulation helps with emergency protocols, but also identifies those areas that
need to be improved. An example of this is the regular ‘stress’ testing of banks after the
2008 recession, which has become common practice. As a result, banks are now more
resilient and better prepared for future economic crises (Jiang and Ritchie 2019).

Frequent changes in today’s environment impose the need for constant education,
beacuse it plays a key role in crisis management (Jones and Ratten 2020). It is necessary
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to devise new strategies that will be applicable during and after the crisis and to integrate
knowledge resources into the system of internal organization, with the aim of
overcoming challenging conditions (Saide and Sheng 2020). Educational programs are
conducted for the purpose of transferring knowledge, information, skills, attitudes,
behaviors and other values. The application of knowledge as the main educational aspect
helps to achieve business goals, where the process of transfer from source to recipient is
possible primarily through education. Given the existing COVID-19 pandemic, online
activities that take place via video and webinars, across different platforms are becoming
increasingly important (Saide and Sheng 2020).

Making quick decisions can be a challenge for managers, as they are facing uncertainty,
risks and a lot of pressure. In order to encourage interaction with employees, and at the
same time ensure the exchange of information, it is necessary to hold regular meetings
by taking advantage of modern technologies (Constantiou et al. 2020). The positive
effect of the crisis is reflected in the ability to learn and adapt, but it is not easy to
determine what went wrong and what needs to be changed, in order to prevent the
recurrence of similar events. From the same crisis experience, it is possible to get
different, and sometimes completely opposite results. After each crisis, managers and the
work team should meet and conduct a comprehensive analysis of both the right and good
actions, as well as the mistakes and omissions that have been made, which includes the
following elements:

- warning signs that have been taken into account and those that have been ignored
- the emergence of a crisis in time

— preparation of plans and teams

- formation of a crisis team.

Education is significant for management and development, as the lack of appropriate
knowledge is conducive to crisis situations. Preventive management considers possible
options for crisis situations in order to respond in a timely manner and prevent them
(Ivanovi¢ 2014). Because crisis situations often involve novelty and complexity of the
task, managers need to be further educated. In a crisis situation, the need for learning is
more pronounced and the process itself is more demanding. Crisis situations in this
regard provide opportunities for managers to explore situations where circumstances do
not fit expectations and to develop the skills used to cope with elevated levels of anxiety
(Allen, Kayes and Self 2012). As crises are dynamic and evolving processes, with
elements of surprise, learning from previous experiences is not enough for an effective
future response to a crisis. Crisis-induced learning encompasses actions taken by
destination stakeholders, with the goal of a new understanding that leads to future
behavior. What all crises have in common is that these are situations in which decision-
makers perceive time pressure, uncertainty and threat to the realization of set goals. As
a lifelong activity, it is the basis for a continuous increase in knowledge within and
between individuals (Deverell 2012).

Anticipating and preparing to deal with crises and their consequences, caused by natural
or human factors, is one of the tourism challenges. Tourism is particularly vulnerable to
such negative events that pose a constant threat to it. It is human resources and their
development that are a key component of crisis preparation and management. Educating
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them to deal with crisis management is a way to reduce the vulnerability of tourist
destinations to crises, as they can occur if managers are not equipped or do not have
sufficient resources for timely and decisive action. Thus, educational programs, such as
training, play an important role in all this, as a ‘planned process focused on changing
knowledge, skills or attitudes to achieve established and measurable results’ (Hosie and
Pforr 2008). Through learning, a destination can improve its crisis management skills
and build resilience. Given the crisis creates a sense of urgency, decisions need to be
made as soon as possible, which sometimes entails the risk of superficial learning,
without attempting to analyze the underlying problem.

Learning from the crisis is necessary to avoid future adverse events, which is also the
purpose of crisis management (Hamnevoll, Sydnes, A.K. and Sydnes, M. 2021). In most
cases, managers and the team are not ready to manage the crisis, so inadequate crisis
management can result in negative, long-term consequences on profitability, destination
reputation, market position and human resource management. Crisis management as one
of the tasks of management requires special knowledge, skills and abilities, with
managers at the helm, who must empathize with others and in turn act in their interest
(Hayes and Perry 2008).

Preparing crisis managers for effective decision makers in crises requires comprehensive
and coordinated planning and education. Given that they operate in complex
environments, it is necessary to implement methods that will minimize the risk of crisis,
and on the other hand to develop its management. Despite the fact that the crisis will
sometimes not be possible to prevent, it is necessary to do everything possible to reduce
the likelihood of their occurrence, and later the consequences (Chermack, Dooley and
Moats 2008).

3. CRISIS MANAGEMENT EDUCATIONAL PROGRAMS - EXAMPLES
FROM DIFFERENT COUNTRIES

Crises require a radical transformation of the way people communicate and act in the
workplace, which also affects many aspects of everyday life. With the still-present
COVID-19 pandemic, many organizations are forced to embrace new ways of working
remotely, using digital communication systems and completely rethinking their business
models, to adapt to the emerging environment. The ‘Zoom’ and ‘Microsoft Teams’
platforms are largely used for meetings, video conferences, various webinars and
educational programs. However, the implementation and coverage of such programs
requires the monitoring and support of trained educators, which is why both parties,
teachers and students, need to be better prepared (Barbosa and Montoya 2020).

Exercises for emergency situations are planned activities that imitate an extraordinary
event, with the aim of educating and training staff, checking protection and rescue plans,
procedures, techniques and equipment, and achieving effective functioning and
coordinated action in real crises. Their main task is to assess the capabilities and
readiness of individual destination managers and teams and to identify those areas where
improvements or changes are urgently needed. Exercises can also be used as a tool to
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identify gaps in legislation and/or rules made by governments, local governments or
other stakeholders. Effective preparation for action in crisis situations is not possible
without detailed planned and designed exercises, which also test plans prepared for crisis
situations. The basis for this is previously acquired knowledge and skills that are acquired
through education and seminar activities (Lebeda and Mihali¢ 2011). Experiential
learning involves memorizing, organizing, recording, and retrieving past actions. It is
characteristic for professions that mostly routinely deal with certain types of crises,
through standardized procedures for recording and reviewing past experiences. One of
its forms is the acquisition of competencies, as learning is often conceptualized as the
ability or skill to solve increasingly complex tasks. Skill refers to the capacity to
implement intentions into successful outcomes with adequate resources, with application
of practical knowledge on how to achieve something. Closely related to the development
of competencies is the development of material resources that can facilitate the solution
of the task, such as improving tools or infrastructure (Kesetovi¢ and Toth 2012). In order
to protect the destination from future crises, purposeful learning is needed, in which
changes are made in the system that caused the crisis. It is suggested to perform exercises
in which members of the crisis team try to act consciously from different perspectives,
which allows them to recognize the way they understand a particular problem. Training
potentially inhibits the ability to look at solutions outside the learned thinking frame
(Veil 2011).

Numerous simulations and crisis management exercises allow participants to learn about
the elements of crisis decision making and communication through practical examples.
Simulations help create community and build trust among team members, which is
crucial in real crises. Examples include involving trainees in projects such as crisis-
affected areas (New Orleans after Hurricane Katrina) or volunteering in the
organization's crisis engagements (homeless shelters, domestic violence prevention
programs, etc.).

This presents unique learning opportunities for understanding crises. In addition,
management teachers need to integrate crisis analysis into their existing courses and
develop stand-alone crisis management courses. Crisis management education needs to
be socially and historically contextualised, going beyond abstract and cognitive
understanding, and embodying the experiential (Alpaslan, Mitroff and Shrivastava
2013).

To meet the growing need for crisis management information and education, many
business schools and institutions are introducing crisis management courses for students
and managers - including, for example, the Adam Smith Business School (University of
Glasgow), Darden School of Business (University of Virginia), DeGroote School of
Business (McMaster University), European School of Management and Technology
(ESMT), Jones Graduate School of Business (Rice University), Kellogg School of
Management (Northwestern University), Schulich School of Business (York
University), Stanford Graduate School of Business (Stanford University), and countless
others. Offers include electives, company-specific programs, as well as a series of open
courses for enrollment on this topic (Lei, Pratten and Waller 2014).
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Simulated crisis scenarios are often cited as effective tools for organizational and
individual learning, whose participants need to work together to find appropriate
solutions. The goal is to reproduce reality, so that participants can experience the
elements of crisis management, which they will actually experience when a real crisis
occurs. This can be used to train and test the effectiveness of the training program, the
plan, as well as the ability of staff to execute the plan (Borodzicz and Van Haperen 2002).

Scenario planning is the process of setting up informed, plausible, and imagined
alternative environments related to the future, for the purpose of changing existing
thinking, learning, and improved performance. As a training method, it represents an
interaction in a similar context and environment in which the problem would normally
be located (Chermack, Dooley and Moats 2008).

Crisis management educational programs in these countries were analyzed according to
university study programs, webinars, workshops and courses. The analysis showed that
there are no significant differences in educational programs and that in recent times
webinars are mostly related to the COVID-19 pandemic. As part of crisis management,
there is Daxue Consulting in China, a research and strategy agency, established on the
Beijing Daxue campus in 2009 (Daxue Consulting, 2020). Also, numerous webinars on
the topic of crisis management were held:

- Reopening of schools in China

- Crisis management during COVID-19 and impact on EU SMES
— The outlook for foreign-invested SMES in China

— China: from crisis to recovery

— Lessons from the current governance and COVID-19 crisis.

The most prominent is Nanjing University, within which the Center for Risk, Disaster &
Crisis Research (CRDCR) was established in 2005, as a leader in risk and crisis
management research in China. The goal is to develop a new discipline that focuses on
non-routine risk management in society. Internationally, the Center collaborates with
leading research institutions, such as the Center for Disaster Management at the
University of Pittsburgh and the Crisis Management Program at Harvard University. At
the same Faculty, there are also study programs in english: ‘China’s practice in crisis and
public management’, where students are provided with theoretical and practical
knowledge about crisis management (Nanjing University 2020). The curriculum
emphasizes improving students’ understanding of the crisis and public governance
practices in China, including institutional frameworks, regimes, and policies. Upon
completion of all required courses, graduate students will be equipped with the
professional knowledge, research skills, and interdisciplinarity to respond to the
challenges of today’s global risk society (Nanjing University n.d.).

The University of Queensland in Australia, offers the opportunity to take the
‘International Crisis Management’ course for exchange students. It introduces them to
the world of disaster management, with a special emphasis on the development context
and international comparison. The aim is to examine whether destinations can reduce
vulnerability to disasters and strengthen pre-crisis preparedness, as well as to meet the
extraordinary challenges facing institutions and managers in charge of responding to the
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crisis. By analyzing the literature, from public policy, governance, development,
geography, anthropology, and a series of current case studies (earthquakes in Haiti and
Pakistan, the Asian tsunami, floods in Bangladesh, landslides in Uganda), students will
gain insight into disaster management (The University of Queensland 2021a).

Furthermore, the Faculty of Health & Behavioral Sciences, as part of the course
'Counseling for crisis and violence' in postgraduate studies, deals with understanding the
theoretical and ethical foundations of work on crises and violence and provides a
platform for developing interventions that enable service users to develop resilience and
independence. In addition, it discusses how people feel, think, act, and behave, when
faced with the challenges of a critical event. The introductory part of the course includes
the presentation of definitions of violence and crisis, while later it deals with knowledge
and approaches to practice in working with people who face these life events (The
University of Queensland 2021b). At the same Faculty, the course ‘Issues and crisis
management’ is also taught. Because problem identification and management, together
with crisis planning and response, are key to building and maintaining stakeholder
relationships, students in this course identify, analyze, and develop strategies for
organizational, industrial, and environmental challenges, using a variety of management
theories, models, and methods. Applied techniques include environmental scanning,
problem mapping, and crisis communication planning (The University of Queensland
2021c).

Charles Sturt University has the opportunity to attend the online courses ‘Master of
Leadership & Management’ and ‘Master of Terrorism and Security Studies’, which focus
on developing skills to improve leadership skills. Analytical skills are crucial in
identifying and managing competitive risks and priorities in the administrative and
operational environment.

The University of Newcastle has two master's programs, which are optionally conducted
in onsite and online terms: ‘Master of disaster resilience and Sustainable Development’
and ‘Leadership and Management in education’ and one postgraduate program -
‘Disaster risk reduction’. These programs aim to train for the principles of resilience and
sustainable development and their systematic application, in order to avoid crises, act in
extreme events and better position for the future. With a degree in ‘Disaster risk
reduction’, students will be able to conduct crisis risk assessments and develop
management and mitigation strategies. ‘Emergency and Disaster Management’ is present
at Cquniversity Australia in Melbourne and at the Faculty of Engineering, Health,
Science and the Environment in Darwin, and acquires skills and knowledge in working
as an expert in emergency and crisis management. The ‘Complex systems’ master
program includes modeling, analysis and design of resilient technological, socio-
economic and socio-ecological systems, as well as the development of crisis forecasting
and management strategies. A multidisciplinary approach to observing natural hazards
and the ways in which society can build resilience to them are available in postgraduate
study at the University of New England, as part of the course ‘Planning and management
of natural hazards’. Events are also held in Australia, such as: Crisis Mangement
Training, Manager Management 1 Day Training in Sydney, Knowledge Management 1
Day Training in Sydney, Elements Of Risk Management 1 Day Training in Sydney,
Crisis Communications and Reputation Management, Crisis, Resilience & Emergency

703



ToSEE — Tourism in Southern and Eastern Europe, Vol. 6, pp. 695-707, 2021.
D. Smol¢i¢ Jurdana, R. Agbaba: DESTINATION CRISIS MANAGEMENT EDUCATIONAL ...

Preparedness 2020, which as a kind of programs provide the opportunity to interact with
educators and develop the skills needed for certain crisis events.

Also, participants will be able to recognize warning signs earlier, to completely avoid
negative situations or, if the situation occurs, to better manage the crisis, then apply
effective crisis management tools and techniques, develop crisis management plans and
identify measures to improve crisis management destination capabilities. During this and
next year, conferences have been announced in Perth and Sydney: International
Conference on Business, Management and Governance (ICBMG), International
Conference on Tourism Crisis Management (ICTCM) and International Conference on
Crisis Management in Tourist Destinations (ICCMTD), all exclusively related with crisis
management, which further contributes to the relevance of this research area.

The importance of crisis management is also evident in Croatia, where it is important to
highlight the ‘Days of Crisis Management’ which have been held in Velika Gorica since
2011. Thematic areas cover crisis management, homeland security and security of local
communities, crisis communication, systems, devices, means and equipment for crisis
management and similar (Veleuciliste Velika Gorica n.d.). There is also a Specialist
Graduate Professional Study of Crisis Management in the eponymous place, where
students acquire knowledge and competencies for independent problem solving, crisis
management and security and protection management processes and systems in the
public and private sector. Postgraduate specialist interdisciplinary study of crisis
management can be enrolled at the University of Zagreb and ‘Crisis Management’ as an
elective course at the University of Slavonski Brod, as part of the specialist graduate
professional study ‘Management’ (Sveuciliste u Zagrebu, n.d.). Also, there is the
Croatian Crisis Management Association, founded in 2003, which aims to encourage,
promote and develop a crisis management system, protection and rescue, management
principles and disaster relief (Croatian Crisis Management Association, 2021). In order
to better understand crises and their causes, crisis management and learning, numerous
seminars, courses and trainings were held, such as: Crisis Management, Crisis
Management and Crisis Communication, How to organize and manage your own crisis
management?, Crisis Management Expert, Crisis management in corona time in the
pharmaceutical industry, etc.

From all the above, it can be concluded that different educational programs contribute to
better preparedness for crisis situations, as they illustrate the same through possible
situations and examples of good practice.

CONCLUSION

Regardless of the level of tourism development of the destination and the geographical
area in which it is located, crisis management in tourism, at all levels of decision-making
is becoming increasingly complex. In addition, it is important to emphasize that in
conditions of very dynamic and increasingly difficult to predict global changes, the
survival, growth and development of a tourist destination requires continuous strategic
investments and activities. Once the crisis is overcome, every learning opportunity
should be used. There are few who see the crisis as an opportunity, not just a threat, and
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who learn from the crisis how to act, in order to prevent or mitigate their negative
consequences in the future and plan future activities. A crisis situation can release
additional strength and strengthen the readiness for change, initiate product and process
innovations, leadership style, ways of cooperating and stimulate the creative potential of
employees. As specific knowledge and skills are required for this research area, it is
unquestionable that work on crisis prevention is important and useful, both for
individuals and for society. In this sense, it is necessary to constantly invest in education
and the acquisition of knowledge in various disciplines.

Educational programs aim to develop conceptual skills that will help in crisis prevention
and management. Exercises in brainstorming, improvisation and problem-solving
creativity can improve abilities when dealing with crises. The crisis management team
must meet regularly, learn from crises occurring in other destinations, fully analyze all
significant incidents, and undergo training that uses realistic simulations.

In addition, at least once a year, it is extremely important to test the plan and behavior in
crisis situations in advance. To manage effectively, crisis managers must first be able to
recognize early warning signals, long before the crisis itself occurs. Ultimately, managers
and employees must be continuously educated and successively assessed on crisis
management, practicing and using feedback to restructure and improve existing crisis
management systems. Learning should be present at every stage of the crisis
management process, so that managers can identify, prevent, plan and deal with the crisis
in a timely manner.

The article is intended for educational institutions, tourist destination management and
public administrations. Recommendations for future research are directed towards the
need to investigate the connection between available crisis management programs in
tourism, adopted and implemented tourism policy measures and finally achieved results.
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