wuuasuNIsYaLEUa M SIS YN
ARENTINNITUTTIIAULNITUINITUAZNSYIB T
1304 veaudAvanulATINITHRIUIANEA NN IFee

nsAnwIkasITeszauUsyen U 2564-2566 518 WA.AT. Nual Aualyna

AU

=2 1 [y

AUN wAAs.Nguel dulatuna lasueydfatuayuyuAnuideseaulSyyien

a [

U UYNINYEE Taylor's University Lakeside Campus Usginauniage Jukdudwau 564,472 um
uaunnuiludiuadesdaduassumian) sulasinsiauidnenmiindsefienisinwuazide
syauUSYeyen U 2564 - 2566 mﬂﬂamuﬁ’%’f&ﬂmzmsﬁmiLLasmivimLVim waglanisdonausu
dusamsineiiotud 19 nINgIAN 2567 Tneilanldanesiedu 501,472.50 UM ANNal AL ILET

Y

vunaunldaniiunisluud
U UseguANznIsUNTIEAMENTUSNISHaEN1STBiie) TuasINSUsSEYUATIN 5/2567

Slotuil 22 nanay 2567

Uszhunansan

Joyaudaiensiu



~ A
LAYV AMMEA

v oo v
UUNNUIaAAU

U A1NNUUINISANE AMENITUSNMSLaTANSTawTiel Tns 6820
W wp 302.1/67 - 5157 TN 5 woeineu 2567

Sor wdainussquanenisunifeSeceeylitemulasamstanndneamiinisuile

s

nsfinwuayIdusziudSagien U 2564-2566 518 waas.nquel Auaigyna

BUU ANURAMENISUSAISWaEATYiedien

aui we.as.nqual Aueigna Idfuoylfaduayunudnwisessfudsgyyien

UM1INY188 Taylor's University Lakeside Campus Usginauiaids 1Judusiuiu 564,472 uan

Ao sy a

(W?LL&UWHMNU?{WUE‘ISBUL%ﬂ'd‘U?{EN‘U'WIG'JU) ﬂ?ﬂiﬂiﬂﬂ’]iWWU’]ﬂﬂﬂﬂ’]WUﬂ’]’i}‘c’JLWaﬂ'ﬁﬂﬂ‘tﬂLLa ¥

=

swaudsgaien U 2564 - 2566 91nnewuiteaurmMIUIMsLaEmMsieniien uasldwldonaudu

duSanisfnwuiioTud 19 nsNNIAU 2567 Lasialdaneviedu 501,472.50 UM mINasBeaNsIULED

Tee

u
lupsmuszyunuenssunsidonnza a3efl 5/2567 Wetuil 22 naney 2567 Resan
w1 dudiuveuveeudAdanu s1e ua.ns. nquel Aueiyna Fudulusudouluvessznia

AMYNITUINTUAZNMIVBNTED 1T09 Yualasinmsimudnenwinideiiensfnsuasidesssu

< 9

Usgyynen U 2564 - 2566 dwsuenansdamusnisuInisuarnisvieadien atuawnuiud 8 fuiia
2564

U [ a

JaGpunelUsafinnsaneyl® avlunszaubs

9

W

1 ¢ I3 1 a

UANANINNITY AT, Y TUUN I\]L?ﬁi‘U)

o

\

Ao W eSason \ﬁ*ow:\hmﬁmam@ sosnuArheIdeuasdndinAne

sy A0 I ARG ST M v sy G )

Wininnson 2 goen. 990 T clev.en. nrpi"L ) gu..raTn S 3
t

Auvadning W
! ﬂ- WY b
mw’ﬂ"‘g 4 ]
Ausey

1. fEnsEuANENITUSANSWaENISYIBaTIE)

2. we.aT.ngwal Aueigyna



‘.II u u u
- == = ir N
= " k= e L M E N = sy = . .

'1-. mks = " =" . niy®n — II.I“.:I an |
irT= - . i R B

= % " . Lh*Tam .FF =Sy =k
i

el g EE BT RS TSRS Y

_I"ﬂ'l II4 -ﬁllq N N . -I Iukl.-llull
s L -kl - i - Fler——_i=

v o g = gl il S ] e el P e
-

cTr e e i il




v R )74
UunnuanIdl

dausu dnuusuisame AnEmMTUIMsLaznisvianfisn Tns 6868

7i 1.8, 302.1/67 - AAO it 10 fawnen 2557
504 ﬂaa'wammﬁa‘ﬂmv,guimamsﬁwmﬁnamwﬁn%”ﬂimEjnﬁﬁnmuax‘iﬁ’assﬁw%mmLan‘TJ
2564 - 2566

a o a ) < | = a v W a
U AUAASAITUTNNTRASNAITNDINED BU iaﬂﬂmUﬂNWUQQUuaﬁUmﬂﬂﬁﬂﬂq

Aufit s mans1sd as.nqual fuaigna Wunulpssmsinundnenin
ﬁniﬁmﬁamiﬁnmuazia‘u’aim‘l’uﬂ‘%mmmn U 2564 - 2566 dwiuansdanyn1sUINIThasns
vioufien Foyay13unulauil FHT64003 swsnmmuﬁmmw%’unuﬁv'uwﬁ'ﬁi 28 figuyy 2564 §
WUTEMRaaALATINITI U 564,472 U (Wuaunaniludnudtendaduasiumdin) nasiwte
G]Uf]‘ﬁWUﬁ'L%‘EN Business continuity under crises: a case of hospitality and tourism industry in

mass-tourism destination o UM INeTay Taylor’s University UssvAavussguniaide tu

Tun1sd Srmdalddusanisdnerarnumiinerdefenans Tusesu Doctor of
Philosophy in Hospitality and Tourism wazuedenaiwidediuiu 2 nanu smuloulvvesdygyiiu
nuAIna el

I Y v L

D wamivganuwnsansszsivunnnilee ssysudeinduuvtivendeasaruaduns
lusenwitamsiunu 1 wau 399 “The influences of hotel characteristics on the
risk impacts and effectiveness of crisis management: A case study of hotels in
Phuket, Thailand” lua15a15 Kasetsart Journal of Social Sciences, 45(2), 560-569.
https://doi.org/10.34044/j kjss.2024.45.2.22

v ) . a w ' a o a sa  fa
2) UvANMUAUATY (Manuscript) ANToNEINTANTUINITIRIRIRINTURRUREN 1 Nay
o . . .
399 “Explanatory sequential analysis of government support’s moderating

effect on crisis management of upscale hotels in Phuket, Thailand.”
L I.; b 4 v < 1 d o w U < d v dy
MUY 'zJ1'wLmqwaawammwaﬂmumnem IﬂEJi‘]&lﬂ%L@EJG]G\’]IJLGﬂﬂ']‘JﬂLLU'UM’]WTEJ!JU

= a P a o a ]
FaFsununelusamsuLasiansanswdunisaelu

24

(femansansd as.nguel Auesyna)

g e

Yo
WIUNU
v 1
wnewme : nyuuursngunlayy
L unAnaidvatuinu wis
2. wéngTuseuTuliERLY + unawduady



Ly AV Py ‘ioommﬂaﬂwﬁdwmﬂm?mﬂm

L‘ﬁ‘ﬂds‘ﬂ'ﬁmm

o s )
& b"mnmm b'l')';‘l\sj‘l!)ﬁ HAanin ;mmfa'w
)

%{?13@“5“ e,

blnw/sy.
- a4 l
LG5 Vo 170 Jm;;-_;
SRR
Bemry
_,/-
,L;;th:; v ; ' g
aa, &l

H
A
Lt
o\gnf .

@/\gc:ﬁ?




HUUWRIUN1TLINTAUNNTANEILAZANTEINA LI T

lassmsiaundnaniniinddeimonisAnwuasideseauySymen

1. UsziRgiuna

o116 as.nquel Auinne
ALY JH8maRsInst

ABJY: AMENTUSISUAZNNTYIBTien
WINETAE: uvTinendearauaIuns
MNELaInsFwy: 6868

da: kris.s@phuket.psu.ac.th

2. Yayan1saunsAne

[

dayan1sAnw TLazLden
'anaﬂizy:y'uan Doctor of Philosophy in Hospitality and Tourism
an1unNIsAne . Taylor s University, Malay5|a
v = <t o o G - h =
| Fuimumsfinm 19 NSNMAY 2567
aw doa

3. i'ltlauL'élElﬂNa\i'l‘Ll"J"ﬂElVIV]W&JW“LN'ﬂiﬁ'ﬁizﬁUU'IUW‘U'Ia
3.1 damae3d  The influences of hotel characteristics on the risk impacts and
effectiveness of crisis management: A case study of hotels in Phuket,
Thailand
3.2 *‘z"imﬁm's Kasetsart Journal of Social Sciences

3.3 JulioulfaRu weildu/atumin - 22 weey 2567 lavfilay 45 atudl 2 i 560-569
https://doi.org/10.34044/}.kjss.2024.45.2.22

4. swanden Manuscript findaudensensuIunvia
4.1 Fenaendfe  Government Support's Moderation Effect of Government Support on
Crisis Management in Upscale Hotels: An Explanatory Sequential
Analysis
4.2 §9115813 Hospitality & Society
4.3 aauzleqUu  Submitted




5. U ldane

nnsenswazdendliTeiiisatosiunmsiumy

MemsAlldene 1#Sunsaydd CRIVEMTE ANLRED LETRETRYE
Assfoumsing 172,507.71 160,109.53 12,418.18
alrielunsiandde 100,000.00 94,800.00 5,200.00
AlfseduAefumsSoy 219,067.29 191,667.60 27,426.69
anldinedug 72,850.0C 54,895.37 17,654.63
Al 564,472.00 501,472.50 62,999.50
JURY International Security Deposit_ N 2211203 =

6. LONANSUUY
nguweRm T dyfRelUL:
o dunluaumsfinw

o ANWANATUNR RN

° N A v | -
e AU Manuscrlpt NATDUAINNTANTUIUE R

85,111.53



Required Budgst for Studying the Doctor of Phitesophy (Ph.D) Hospitality and Tourism

Taylor's Higher Degrees by Research, Taylor's University, Malaysla

Mr. Kris Sincharosnkul

Porlod: Year 2021-2023

Semosiar Expensas AM e Al Onsnuels
= b THB)
1 Yeard M - 1 -~ . B
Semaster 1 Tuilion {ee 6,500 25,952.65 Aevinfounyifner {(fSunsuniiy so%) 25,952,55
172564 international Student Charge 3,000 2395820 AU Auadunys Sum 23,956.20
international Student Enrolment Fee 2,800 21,986,12 AududiiofunisiFuu 21,9882
International Student Annual Fee 2,300 18,366.92 Arlddwduiuaduns Ty 18,366:42
Hospitallsation & Surgical Insurance 400 3,19410 ATEIuSuABITUNTSuY 3,184.10
EMGS Visa Application Fee 1,800 14,373.73 AlEhsduifvadumsSon 14,373.73
E-Val 158 - AlEssuidnfennduy
international Security Deposit 3,000 23,656.20 AvlETmduRLItmsTey 23,956.20
Dala collection 12,100.00 ANFamluntsensdn 12,100.00
' Study materials - Arlisdu@afumyFuy
Bank Fees 1,250.00 Avldnduq 1,350,60
Sub-tolal 145,235.32 145,235.92
Sermoster 2 uition fee 6,560 26,575.16 Awssmiduuntsing ((Afumsuniiu 50%) 26,575.16
2/2564  Thesis sutimissiod {ee 2,000 4,198.00 AV wuLALIRUNITIZOY 4,168.00°
Dsta collection - anifhulunisirenwdsy
Study materials 5,279.07 Aviddwduduafunisiioy 5,278.07
Boni Fees . a"ﬂio"ruﬁu 1
Sub-total 36,052.23 36,052.25
Total (Year 1) 181,287.55 181,287.55
Nour2i - u End -;;"E A TR
Semesler 1. Tuliion fee 8,500 30,000.00 AnssanduunsBng (Ffumsaniiu 50%) 28,093.47
1/2565  International Student Annual Fee 2,300 22,00000 AMEuSuRafumMIGy 19,881.53
Data collection {Gifi Voucher) 70,000:00 AN#Fwlumeinddu 70,000.00
Data collection 7,900.00 AvlEewlunauidy 7,900:00
Data analysis soltware 22,742.92 AM8wEL RN AL S (1,618:874924:05 + 5,266.55 |
Study materials 10,000.00 elEswsuisatimsidey (6,190.27 + 3,945.4 10,135.68 |
Bank Fees 1,500,00 Arl¥dnudy ¢
Sub-total 164,142,92 141,277.23
Semester 2 Tultion fee 6,500 30,000.00 AngssvtliuunAcw (Ffumsuniiu 50%) 26,806.00
2/2565  Data collection 10,000.00 Avl¥gwluniaviewisy 4,800.00
Conference Presenialion 65,000.00 snlEsmily q (46.302.1/66-2291) §0,0005.42
Submissian fee for publication 5,000.00 AldswByq 3,539.94
Sub-total 110,000.00 84,861.37
Total (Year 2) 274,42.92 226,228,680




Yeir 1

Semester 1 Tuition fee 6,500 30,000.00 Awravdnunsfine (F¥umsuniiu 60%) 26,361,35
172566 Inlernalional Student Annual Fee 2,300 22,000.00 Avi¥hwduAnafumaduy 18,648 85
Sub-total 52,000.00 45,000,00

Semester 2 Tuition tee 6,500 30,000.00 Aassniuumafmn (I&Fumsuniiy 509%) 28,531.00
/25686  Thesis subinission fee 7,500 20,000.00 AMESNTUREARUAT T (20,1874 2,238.36) 22,425.35

Graduation fee 704153 Addrwiu@eadunintoy
Sub-tota( 57,041.53 48,956.35
Total (Yaar 3) 109;041.53 %3,958.35
A : LS Y= =1 ;
P TR i AEGmete Aol
FnsaudisiniBma ((Fumsuntdy 50%) 172,527.71 160,108,63 12,418.18
50% walvad: Taylor's Resaarch Excolience
Tuition: fea Schalarships {Schame 0)
AT dnlun g §u 100,000.00 94,800.00 5,200.00
Aesearch data collaction
Anddnfuffymad oy 219,094,29 191,887.60 27,426.69
Annual lee, insurance, Visa application tes,
E-Val, Intemationat security deposit, Thesis
submission fee, Study matarials, Data
analysis software
Al g 72,850.00 54,806.37 17.954:63
Bank foes

1auslEdy 564,472.00 501,472.50 62.899.60

$iAu intarational Security Daposit {3,000 AM) 22,112,03

(@upainkadofiy

85,111.53




Wisdom + Intégrity » Excellence

TlT' TAYLOR'S UNIVERSITY

19 July 2024

Kris Sincharoenkul
0351045

Dear Kris Sincharoenkul,
CONFERNENT OF DOCTORAL DEGREE
On behalf of Taylor's University, it gives me great pleasure to confirm that you have successfully

compléted your programme of study and the Senate hereby confers upon you the award of
Doctor of Philosophy (Ph.D) (Hospitality and Tourism).

Congratulations on your success in your candidature for the doctoral degree.

You are now entitled to all the privileges attached to the doctoral degree. Your scroll will be
issued to you on the graduation day scheduled to be held in February 2025.

This letter may be presented to employers and other appropriate bodies as evidence of your
conferment, pending receipt of your doctoral degree scroll.

Thank you and best wishes.

Yours sincerely,
TAYLOR'S UNIVERSITY

R ey
s

Ungku Nazli Ungku Ismail

Registrar
. Taylor's University Sdn Bhd
l“T TAYLOR'S EDUCATION GROUP 5, Reg No. 168EII0004RS [P0
« Tyhor's Likearsly, Matirrads o, 1, Jadan Tuloe's, 47800 Subang Jaya,
= Taykor's Coildge, Malxpsia Sedargor Dot Etw, Maley=a
« Clatian Iranrrastinal School, Malaysta T 6034626 5000

* Narua trtermstonal Scrocd, Msiryeln & Singaoars Fax  ;A03-553G W01
= Adralpiy Indarmtiorind Srieed, Walrraly

= Tirylors intarm oo Scisol, Meieysia werw barylons s ity



Wisdom - integrity - Excellence

lml TAYLOR'S UNIVERSITY

Name : KRIS SINCHARODENKUL
Student Number : 0351045
Programme ¢ Doctor of Philosophy (Ph.D) (Hospitaiity and Tourism)
Intake i August 2021
Date of Issue + 19 July 2024

OFFICIAL ACADEMIC TRANSCRIPT
Module Code Module Name Grada
RES7UX3 Rescerch Methods for Social Science P
RES20703 Quantiative Pescarch Methads P
HOSBI50 Thesis (Fut-time) P
Remarks

Passer Doctoral Thesis Praposal Defence on 23 May 202
Passed Doctoral Thests Oral Hiamination on 22 Apr 2024

Titla of Thesis :HOTEL CHARACTERISTICS AND EFFECTIVE CRISIS MANAGEMENT OF UPSCALE HOTELS, PHUKET THAILAND
Award : Doctor of Phiosophy (Ph.D) (Haspality and Touirism)

*=* End of Transript *o=

i

Registrar Page 1 of 1

THIS STATEMENT IS ISSUED WITHOUT ALTERATION OR ERASURE.,

EXPLANATORY NOTES ARE PRINTED QVERLEAF.



GRADING SYSTEM

. Grade - ' P B
Poir_ut_q _Defmmo" Description

Grade | Marks
| ! Evidence of orginal thinking; dermonstrated
B outstanding capacity to analyze and synthesize;
3 80 - 100 s et outstanding grasp of subject matter; evidence of
. extensive knowledge base.

Evidence of good grasp of subject matter, crtical

N B : n capaclty and analytical abllity; understanding of
& ZSERG9 B8 R0 e relevant issues; evidence of famillarity with the
| literature.
| I . Evidence of gresp of subject matter, critical capacity
| 25 | s 3.33 Good I and analytical ability; reasonable understanding of
B | 65- 69 3.00 relevant issues; evidence of famillarity with the
’ literature.
B- | 60 - 64 2.67 Evidence of some understanding of the subject
TR .,  Marginal | metter; ability to develop solutions to simple
G+ | 55-59 @ 2.33 Fail problems; benefiting from his/her university
c 50-54  2.00 experience. b

| . Insufficient evidence of understanding of the subject
! . . matter; weakness in critlcal and analytical skills;

: =3 g Fail inability to generate significant results for thesis;
[ limited or imelevant use of the literature.

E(W) 0 0.00 Fail Withdrawn from a module after census date, typically
| | mid semester

LEGEND

WD - = Withdrawn i Withdrawn from a module before census date,
typically mid semester

An interim notation given for a module where a

student has not completed certain requirements

with valid reason or it Is not possibie to finalise
| the grade by the published deadline.

IN - = ‘ Incomplete

| Given for satisfactory completion of practicum.

;or

p = = ! Pass i Evidence of a satisfactory level of mastery of the
i learming outcomes in a module or satisfactory

| i corrpiation of a thesis.

Given for a module where attendence is for
| information only without eaming academic credit.

An Interim notation used for thesls which continued
[ 1P - z In Progress | for more than one semester, An 'IP" grade camies
with it no credit or grade untll a reqular grade is
| | assigned.

all = T Audit

* ; = . | Module repeated; Previous grade(s) indicated with "*"
| is/are not calculated in CGPA.

*x = = = Module granted supplementary assessment.




P
5

Ll. Scopus

Source details

Casetsart Journal of Social Sciences 11
ormerly known as: Kasetsart Journal - Social Sciences

‘ears currently covered by Scopus: from 2015 to 2024
‘ublisher: Kasetsart University SJR 2023

E-ISSN: 2452-3151 0.195

Iubj ect area: ( Social Sciences: General Social Sciences )

jource type: Journal SNIP 2023

0.437

View all documents > Set document alert I5) Save to source list

ZiteScore  CiteScore rank & trend  Scopus content coverage

CiteScore 2023 h CiteScoreTracker 2024 ©

591 Citations 2020 - 2023 336 Citations to date

L.1- 525 Documents 2020 - 2023 0.7 -

Calculused on 05 May, 2024

490 Documents to date

Last updated or: 05 August, 2024 - Updated monthly

CiteScore rank 2023 @

‘ategory Rank Percentile

ocial Sciences

~ General Social #146/275 “7th

Sciences

/iew CiteScore methodology > CiteScore FAQ > Add CiteScore to your site o



Kasetsart Journal of Social Sciences

journal homepage: http://kjss.kasetsart.org

Kasetsadd Jowrnal o Social Sciences 43 ¢20241 560-569

The influences of hotel characteristics on the risk impacts and
effectiveness of crisis management: A case study of hotels in Phuket,

Thailand

Kris Sincharoenkul***, Suresh N. Kannan®, Thanam Subramaniam®

' Facaliy of Haspirality and Towrisi. 'vince of Songicla {inversay, Phiket R31

{hasiond

" Seheol of Hospualiyy, fourism & Pveass Tayhor v Universivy, Sclongor Barei Lisap 37500 Maisvaia

Article Info

Abstract

Artivie fistory:
Received 21 A
Revised 18§
Accepted 23

35 20723
Availahle online 22 Aprit 2024

Kevwords:

hatel chaacterisiics,

mediation ffect,

Phuker,

risk impacls,

the cficativenesy of erisis managen vt

Crisis management is crucial for the tourism industry due to its high vulnerability
to crises, however, hotels still Jack awareness and understanding to implement
effective crisis management. This study ainis to determine the influence of hotel
characteristics on the risk impacts and the effectiveness of crisis management
and to examine the mediational effect of the risk impacts on such relationships.
As the main tourist destination in Thailand, Phuket was chosen as the research scape.
The data were collected from 153 four- and five-star hotels with 3 managerial
personnel each, and then 402 completed questionnaires were analysed using the
PLS-SEM. The results revealed that location and experience in risk handling of
the hotels influence both risk impacts and the e ffectiveness of crisis management,
the ownership structure influences only the risk impacts, and the operating
period and star rating do not influence them. Also, the risk impacts do not
mediate the effectiveness of crisis management, The article concludes by
providing both theoretical and practical implications.

© 2024 Kasetsart University.

Introduction

most economically affected by the COVID-19 pandemic
(Gursoy & Chi, 2020). Therefore, crisis management has

The tourism industry plays an important role in
the development of countries’ economies (Senbeto &
Hon, 2020); however, the major problem of the tourism
industry is the high vulnerability to several crises (Aliperti
et al,, 2019) such as political events, terrorism, health
issues, financial crisis, natural disaster, and human errors
(Wut et al.,, 2021). Recently, the tourism industry was

* Corresponding author,

E-mail address: ks s@phuket.psu-ac tk (K- Sincharoenkul).

hitps:/idoi org/10.14044/] kjss. 2624 45 2 12
2452-3151/4 2024 Kasetsart Universily

become more important in the tourism industry because
of not only providing comparative and competitive
advantages against uncertainty in the industry (Wut,
2019) but also being a key part of strategic management
ensuring business continuity since crisis management
can be specifically designed for the related environments
and objectives of a business (Evans- & Elphick, 2005;
Fani & Subriadi, 2019; Margherita & Heikkila, 2021;
Snedaker & Rima, 2014;).

This is an open access article under the CC BY-NC-ND license {hp Hereativecommons.org/licensestby-ne-nd/4 0/),
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2021a; TWI, 2021b), staff training, safety and security
implementation (Bili¢ et al., 2017), supply chain
monitoring (Margherita & Heikkila, 2021), cyber and
database security updating (Niininen, 2013). The
employees should be clarified about work-related
information (Bili¢ et al., 2017) and mutual understanding
of crisis management (Margherita & Heikkila, 2021), as
well as, the ancillary workforces should be prepared (Lai
& Wong, 2020). The customer-related risks can be
prevented by adopting security technologies (Niininen,
2013), implementing clear communication channels,
managing customer databases, and dealing with feedback
(Niininen, 2013).

While during a crisis, cost-saving (Niininen, 2013)
and postponing payment (Lai & Wong, 2020) are common
responses to financial losses, the operation-related
risks can be responded to by substituting lower-cost
supplies (Margherita & Heikkila, 2021), ensuring to
execute the planned procedures (Lai & Wong, 2020),
temporarily shutting down the less-used facilities,
and postponing the maintenance (Pavlatos et al., 2020).
To maintain employees’ morality during a crisis, mutual
understanding must be emphasized (Lai & Wong, 2020)
and compensation and support should be provided
(Margherita & Heikkila, 2021). Last, the customer-related
risks can be responded to by an effective communication
channel for keeping customers informed, and financial
and emotional assistance for relieving anxiety and anger
{Margherita & Heikkila, 2021). After a crisis, hotels must
re-evaluate the plans and strategies including financial
and investment plans (Pavlatos et al., 2020), operational
and workforce plans (Margherita & Heikkila, 2021),
outsourcing plans (Lai & Wong, 2020), customer
database, and market strategies (Lai & Wong, 2020;
Margherita & Heikkila, 2021; Pavlatos et al., 2020),

Hotel Characteristics Influencing the Risk Impacts and
Crisis Management

Due to the contingency theory in leadership,
the hotel’s management style depends on the managerial
perspectives and situational controls of the managers.
[n the hotel industry, managers are key personnel to
execute crisis-handling procedures and safety measures
(Bili¢ et al., 2017). The risk perception of the managers
is influenced by strategic objectives, risk propensity,
executive remuneration, and risk management capability
of the management (Zhang et al., 2019), resulting in the
readiness for crisis management (Camillo et al., 2015).
Also, the ownership structure of the hotel industry
differentiates standard service quality, customer segments,

wragl of Sociof Seretees 43 (20245 369 369

fiexibility, and adaptation in the decision-making process
(Chan et al., 2021), thus ownership styles can influence
the risk impacts and crisis management strategies in
hotels (Pavlatos et al., 2020).

Secondly, since individuals perceive knowledge
through their active and non-active experiences differently
(Kolb, 2015; Silins, 2019), the responses in the crisis
management procedure for future risks are different from
preparedness to recovery actions (Jones & Comfort. 2020;
Chan et al., 2021). Further, although the risk culture and
risk-taking history can influence the risk appetite of
hotels (Zhang et al., 2019), the effectiveness of crisis
management relies on individual experience perceptions.

Due to organisational behaviour theory, location is an
extemal factor causing different risk and customer types,
resulting in different risk impacts and crisis management
practices, For example, city hotels had more crisis
measurement practices than coastal hotels during
COVID-19 in a large tourist destination due to the higher
tourist density, but there was no difference in a small
destination (Chan et al., 2021). As an internal factor, the
longer-period businesses are more likely to have longer-
term strategies, more expertise (Masji & Bamett, 2019),
and higher capabilities, profitability, and productivity
(Coad et al., 2013), while the younger ones may have
limitations in finance and manpower (Kiicher et al.,
2020). Thus, the older chain hotels are more likely to
handle risk, implement crisis responses, and maintain the
market and customer information (Zhang et al., 2019);
however, the firm ages negatively causing inflexibility,
obsoletion, inefficiency, and inert behaviour (Coad et al.,
2013; Loderer & Waelchli, 2010). Last, high-rating hotels
are more likely to maintain service quality by mitigating
the potential risks and implementing crisis management
(Pavlatos et al., 2020); however, low-rating hotels have
limitations in service maintenance (Chan et al., 2021). In
conclusion, hotel location, operating period, and star
rating can influence the risk impacts and the effectiveness
of crisis management in hotels.

Therefore, as can be seen in Figure 1, since the hotel
characteristics, including ownership structure, experience
in risk handling, location, operation period, and star rating,
can influence the effectiveness of crisis management and
the risk impacts, ten hypotheses (H1 — H10) were added
into the framework. Risk impacts include four types of
risks: financial-, operation-, employee-, and customer-
related risks, and the effectiveness of crisis management
includes both pre-crisis and during-crisis responses to the
risk impacts. Also, the effectiveness of crisis management
may rely on the risk impacts, so the hypothesis (H11) was
added to the framework for each hote] characteristic,



P
Stiuctural model specification

The data set (# = 402) was imported into the online
SmartPL84.0 software (Ringle, et al., 2022) for analysis
by using the Partial Least Squares Structural Equation
Modelling (PLS-SEM).

As can be seen in Figure 2, the model consists of
7 constructs divided into three groups: (1) the target
endogenous construct which is the effectiveness of crisis
management (ECM); (2) the mediating endogenous
constructs referring to risk impacts (RISK); and (3) five
exogenous constructs which refer to five hotel characteristics
including ownership structure (OWN), location (LOC),
risk experience (EXP), operation period (OPR), and star
rating (STR). Each construct was measured by reflective
indicators based on the survey questions.

Figure 2 The structural model of the research

Results
Assessment of reflective measurement model

To assess the reliability and validity of the model,
a series of tests were performed as follow. Regarding

Table 1 Hypotheses decisions of the model

i K Sichageuontud vi ol Kuvetsar? Joirsd of Saciad Scionges 43 12035 366 54%

the outer loading relevance testing (Lair et al., 2022),
all seven constructs reported the outer loadings of
all indicators having a range between 0.752 to 0.943,
which was above the threshold of 0.7, so the model
achieved the indicator reliability. Also, the model reported
the traditional Cronbach’s alpha (Saunders et al., 2019)
having a range between 0.870 and 0.954, and the composite
reliability (pA) having a range between 0.880 and 0.956,
which were above the threshold of 0.7, so the model
established the internal consistency refiability (Hair et al,
2022). The average variance extracted (AVE) of all
constructs was reported as having a range between 0.722
and 0.830, which were above the threshold of 0.50, so the
model established the convergent validity (Hair et al.,
2022). Lastly, the model reported each pair of constructs
having the HTMT value lower the threshold of 0,90, thus,
the model established the discriminant validity (Henseler
etal., 2015). However, three indicators were removed from
the model to establish the significance of the discriminant
validity (Henseler et al., 2015). Then, the model qualified
for internal consistency reliability, convergent validity,
and discriminant validity, thus, the model can be further
analysed in terms of the evaluation of the structural model.

Assessment of Structural Model

The model reported having no collinearity issue as the
VIF value of each construct was lower than 5 (Hair et al,,
2022). The explanatory power of the model {R2) of the
risk impacts construct (RISK) was 0.483 indicating
asubstantial level explaining 48.3 percent of the variance,
however, the R? value of the effectiveness of crisis
management construct (ECM) was 0,128 indicating a weak
explanatory power (Cohen, 1988). Then, the bootstrapping
procedure with 10,000 samples, a percentile approach,
and a significance level of 0.05 was performed to determine
the significance of the model, and the results are presented
in Table 1.

Hypothesis p t-valucs Cl 5% C195% p-values Sig. Decision
(p<0.05)

H1 -0.130 1,349 -0.288 0.028 0.089 Rejected
H2 0.186 3.037 0.080 0.280 0.001 s Accepted
H3 -0.292 3.708 -0.41s -0.158 0.000 e Accepted
H4 -0.061 0.772 -0.195 0.067 0.220 Rejected
HS -0.006 0.089 -0.116 0.104 0.464 Rejeered
H6 0.488 5.895 0.353 0.626 0.000 LA Accepted
H7 -0.090 1.695 -0.167 0.006 0.045 LALL Accepted
HS8 0.381 4.770 0.241 0.504 0.000 L Accepted
H9 -0.064 0.927 -0.185 0.040 0.177 Rejected
HIO -0.061 1.084 -0.151 0.034 0.139 Rejected
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Also, 30.3 percent has been working in their current
position for at least 5 years. Thus, results commonly
agreed that the experiences in risk handling influence
both risk impacts and the effectiveness of crisis
management, indicating that hotels in Phuket have
a learning. process to update their crisis management
from the previous risks in dealing with future crises
(Kolb, 2015). Thus, the findings are in line with the
existing research (Chan et al.,, 2021; Jones & Comfort,
2020; Kato & Charoenrat, 2018; Zhang et al., 2019)
revealing that hotels in Phuket acknowledged their
risk experiences for implementing crisis management
effectively,

As Phuket is a small island destination including
coastal. mountainous, and urban areas, hotels located in
different areas incur different risks and tourist types.
The results supported the previous literature stating that
the hotel location affected both human and environmental
risks, caused different crises, and influence the
effectiveness of crisis management (Chan et al., 2021).
The coastal and mountainous hotels would encounter
more natural disasters, while the urban hotels would
encounter more human-based risks and social disturbances
such as pollution and noise. Also, the coastal hotels may
have more leisure tourists who have higher expectations
of service quality than the city hotels. Thus, the
effectiveness of crisis management in hotels would be
weakened due to the dynamic crises in terms of insufficient
preparedness and coverage of the responses. The finding
theoretically extended the organisational behaviour
theory to the hospitality crisis research that hotel location,
which is an external factor, influences the hotel
performance in terms of the effectiveness of crisis
management.

Onthe other hand, the findings theoretically contribute
that the internal factors of the hotel organisations
including operation period and star rating do not influence
both risk impacts and the effectiveness of crisis management
of Phuket hotels. Although the long operating period
reflects the performance and business continuity of Lotels
(Coad et al., 2013; Ma4ji & Bamnett, 2019), 80 percent of
respondents from hotels that have been operating for
more than 5 years argued against that the operating period
does not influence the effectiveness of crisis management
due to the emerged risks in Phuket. Although the star
rating affects all hotels to maintain service quality by
preventing risks and implementing appropriate crisis
management for maintaining the rating (Pavlatos et al.,
2020), the results showed that Phuket hotels argue that
the star rating does not influence the risk impacts and the
cffectiveness of crisis management because hotels have
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to prevent risks by implementing effective crisis
management strategies regardless of the rating, which is
in line with the previous research (Li et al., 2021;
Narangajavana & Hu, 2008).

Furthermore, to answer the second research objective,
the study revealed that the risk impacts do not mediate
the relationship between hotel characteristics and the
effectiveness of crisis management, As Phuket hotels
have endured several crises, hotels would have realized
the importance of having responses preparedness for
potential risks. Also, the findings strengthen that
COVID-19 was the catalyst for the problem of lacking
effective crisis management in the hotel industry in
Phuket. Thus, this can confirm the realisation of
risk exposures for implementing crisis management
effectively, which is supported by previous works (e.g.,
Chan et al., 2021; Jones & Comfort, 2020; Zhang et al.,
2019).

Practical Implication

As post-COVID-19, this study provides the Phuket
initiative on crisis management by contributing practical
implications to both the hotel industry and the
policymakers. For the hotel industry, since hotel location
is the most powerful influential factor, hotels should
conduct comprehensive risk assessments based on
location and surrounding areas to identify their
vulnerabilities to specific crises and evaluate factors
such as proximity to high-risk areas, local geography,
and accessibility during emergencies. Chain hotels
should localise their standard procedures to identify risks,
while standalone hotels have to prepare and adapt their
responses. Also, hotels should appoint managers who
have adequate crisis perception to foresce risks and
outline crisis management strategies, especially, the
standalone hotels have to focus on the appointment
process of management teams since the existing crisis
management may not align with new managers.
Also, hotels should invest in frequent staff training
by simulating the possible risks to being familiar with
the risk-handling processes and controlling their
panicking.

For the related policymakers, the findings recommend
differentiating the support policies in enhancing the
effectiveness of crisis management. The Phuket hotels
would require specific support for preventing location-
related risks; for example, coastal hotels may require
support for natural disasters, sea accidents, careless
guests, and specific staff training such as swimming
and boat driving; urban hotels may require support for
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Abstract

Despite its high revenue, the tourism industry is highly vulnerable to crises, making
effective crisis management essential for maintaining competitiveness. While government
support aims to enhance the industry and reduce risks, concems exist that it may unintentionally
weaken crisis management efforts. This study examines the moderation Effect of government
support on the effectiveness of crisis management in Phuket’s hotel industry. Through an
explanatory sequential design, a quantitative survey of 402 managerial hoteliers, analysed using
PLS-SEM, confirmed the moderation Effect of government support on the relationship between
risk impacts and the effectiveness of crisis management. Subsequent interviews with 15 top-
management positions in hotels revealed two distinct levels of this moderation effect, which
was thematically explained. Contrary to previous concerns suggesting that government support
could hinder crisis management, this study concludes that government support in Phuket has
not led to adverse effects among the hotel industry. It also offers recommendations for
policymakers to advocate government support that specifically enhances crisis management

effectiveness within the hotel industry.

Keywords: Government support, Moderation effect, risk impacts, the effectiveness of crisis

management, Phuket

1. Introduction

The tourism industry plays an important role in a country’s economic development
(Senbeto & Hon, 2020). Although the tourism industry has been generating high GDP, the
industry is highly vulnerable to crises (Aliperti et al., 2019) such as political events, terrorism,
health issues, financial crisis, natural disaster, and human errors (Waut et al., 2021). Recently,
crisis management has become increasingly crucial for maintaining and boosting the tourism

industry's competitive edge, particularly in response to rapid changes and unforeseen



The Maldives Marketing & Public Relations Corporation, 2020), and Langkawi receives state-
level support (Langkawi Development Authority, 2021). Government support is crucial in
shaping and sustaining Phuket’s tourism-driven economy and the distinction underlines the
unique strategies that characterise this diverse tourist destination.

1.1. Problem statements

Despite the critical role of government policies in shaping crisis management in the
hotel industry (Ritchie & Jiang, 2019), limited focus has been placed on government support
during crises (Blake & Sinclair, 2003; Salem et al., 2021). In addition, strong government
support can enhance hotel capabilities in crisis management and facilitate business resumption
during unforeseen challenges, however, government support can lead to negative outcomes,
like moral hazards and increased risk-taking behaviour (Farhi & Tirole, 2012; Cohen et al.,
2013; Hoque et al., 2015), especially if the support is not well-matched to industry needs. Also,
hotels typically seek government aid only when external crises exceed their capacity to manage
(Lai & Wong, 2020; Kato & Charoenrat, 2018; Tse ¢t al., 2006), such as during COVID-19
(Paviatos et al., 2020; Hidalgo et al., 2022).

1.2. Research objectives

This study highlights the need for a balanced, tailored approach to government support
in Phuket’s hotel industry, where excessive or insufficient aid can undermine ocrisis
management efforts. Therefore, this study has two main objectives: (1) to assess how
government support moderates the relationship between risk impacts and crisis management
effectiveness, and (2) to explore the factors driving variations in this moderation across hotels.
The findings aim to guide policymakers in optimizing their support in terms of resource
allocation and financial support for the hotel industry. The focus is on upscale hotels in Phuket,

which are well-resourced to implement effective crisis management protocols.
2. Literature Review

2.1, Risk impacts on hotels

Efficient and effective management of organizational resources is crucial for achieving
success in any organization. These resources are commonly categorized according to the 4M
management theory: money, materials, men, and business management (Drucker, 2011;
Drucker, 2012). Risk impact refers to potential losses that affect resource availability and cause

operational instability, which can escalate into a crisis if not properly managed (Dorfman &



understanding of the crisis (Lai & Wong, 2020), and offering compensation, subsidies, and
support (Marghenta & Heikkila, 2021). Lastly, customer-related risks can be addressed by
establishing communication channels to keep customers informed and providing financial and

emotional assistance to ease anxiety and frustration (Margherita & Heikkila, 2021).

Post-crisis, hotels should re-evaluate their financial and investment plans to assess their
current financial status (Pavlatos et al., 2020) while revising workflows and ensuring the
availability of products and services by optimizing warchouse, procurement, logistics, and
production processes, as well as enhancing workforce security (Margherita & Heikkila, 2021).
Employee-related policies should be reviewed, communication channels improved, and risk
management teams with comprehensive emergency plans implemented, along with evaluating
outsourcing options (Margherita & Heikkila, 2021; Lai & Wong, 2020), Additionally, hotels
should reassess promotions to encourage customer return, present the full resumption of
services to restore confidence, update customer databases, and consider rebranding market

strategies (Margherita & Heikkila, 2021; Pavlatos et al., 2020).
2.3. Government support in the tourism industry

Based on the public interest theory (Kahn, 1988; Spulber, 1989) claims the role of
regulation in correcting market failures and developing economic performance, the government
can issue support in terms of either bulk policies supporting all industries or specific policies

supporting particular businesses.

To mitigate financial-related risks, government support can increase working capital
and reduce business burdens through measures such as tax payment extensions, low-interest
loans with long repayment periods, VAT reductions (Pavlatos et al., 2020), tax benefits (Lai &
Wong, 2020), and capacity-building programs (Kato & Charoenrat, 2018). For operation-
related risks, the government can improve working conditions by providing official guidelines,
operational standards (Kato & Charoenrat, 2018), free consultations on building standards,
safety inspections, and rescue plans (Niininen, 2013). To address employee-related risks, the
government can offer free training to enhance job-related skills (Niininen, 2013), particularly
during and after crises (Pappas, 2018). Employee subsidies during crises can also help reduce
labour costs (Lai & Wong, 2020; Pavlatos et al., 2020), and tax reductions can secure employee
positions, welfare, and benefits (Bruhn, 2020; Kato & Charoenrat, 2018; Tse et al., 2006). To

reduce customer-related risks, the government can provide subsidies for those affected by crises



3. Methodology
3.1. Mixed method: Explanatory Sequential Design

This study employed a mixed methods research design, combining quantitative and
qualitative approaches to provide a comprehensive understanding of the research outcomes
(Johnson et al., 2007). Specifically, it used an explanatory sequential design with two phases:
the quantitative phase, which surveyed the hotel industry to gather data and generate initial
insights, and the qualitative phase, which involved in-depth interviews to explore underlying
reasons and enhance the contextual understanding of the quantitative findings (Wisdom &

Creswell, 2013).
3.2. Sample size

The quantitative phase focused on upscale hotels in Phuket, as these establishments are
more likely to prioritize service quality and have crisis management strategies, unlike lower-
tier hotels that may face budget and manpower constraints (Chan et al., 2021; Pavlatos et al.,
2020). With no official hotel rating system in Thailand, 241 four- and five-star hotels in Phuket
were identified via TripAdvisor, a leading public tourist information website (TripAdvisor,
n.d.). Using an online statistical calculator (Creative Research Systems, 2021), the sample size
was set at 148 hotels, based on a 5% margin of error and a 95% confidence interval. To avoid
bias and incomplete data, three managers from each hotel were surveyed (Creswell, 201 8).

In the second phase, purposive sampling is used to select participants based on criteria
aligned with the research objectives (Teddie & Yu, 2007; Cooper & Schindler, 2014). The
selection targets top management positions in four- and five-star hotels in Phuket, such as
general managers, hotel managers, resort managers, and directors, as these roles are expected
to offer valuable insights relevant to the study. Unlike quantitative research, qualitative
research does not require a fixed sample size but instead seeks to gather new insights, with the

number of participants determined by the saturation point (Silverman, 2016).

3.3. Data collection and analysis

Before actual data collection, the questionnaire received ethical approval from the
university's ethical committee. A pilot test with 51 managers from upscale hotels showed strong
internal consistency, with all questions scoring Cronbach's alpha above 0.70. To ensure sample
integrity, participants from the pilot test were excluded from the main study. Regarding the

actual data collection, in the first stage, quantitative data was collected via questionnaires based



significantly impacted the relationship between risk impacts and the effectiveness of crisis
management, as shown in Table 2. The results demonstrated a significant moderation effect of

government support on this relationship (p =-0.117, t = 1.860, p = 0.031).

Table 2: Significance of moderation effects

Relationship B SE T-value p-values Sig.
(GOV x RISK) -> ECM 0.117 0063 1.860 0.031  *ax
GOV -> ECM 0373 0.048 7.733 0.000 o
RISK -> ECM 0.004 0.073 0.056 0.477

- Significant at p < 0.05

Therefore, the hypothesis (H1) was accepted, indicating that govemment support
moderated the relationship between risk impacts and the effectiveness of crisis management in
an inverse manner, as shown by the negative coefficient. This suggests that as government
support increases, the relationship between risk impacts and crisis management effectiveness
weakens. Slope analysis, as illustrated in Figure 2, confirms the nature of this moderation
effect. At low levels of government support, there is a strong positive relationship between risk
impacts and crisis management effectiveness, meaning that higher risk impacts improve crisis
management. However, at high levels of government support, the relationship turns negative,
meaning higher risk impacts reduce the effectiveness of crisis management when government

support is strong,

GOV x RISK
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Figure 2: Slope analysis of government support on the risk impact and effectiveness of crisis

management



Table 4: The themes of the little moderation effect of government support.

management

Codes/ Keywords Respondents Themes
Not trusting the sufficiency of the support R1, R2, RS, R6, R8, R9, R10,
R11,R13
The limited budget of Phuket supports R2,R11,R14
Unmatched training R1, R2, R5, R6, R8, RS, R10,
R11, R12,R13,R15 Unreliable
No adequate collaborations RS, R6, R8, R9, R10, R11, supports
R13,RI15
Reactive approach and slow responses R6,R7,R8, R9, R12, R13
Non-matched tourism campaign in Phuket R1,R2,R6,R10,R11,R12,
R13.R15 s . ol aalen
Strong associations within the industry R1, R3, R6, R7, R8, R15 Industry
Mutufil §upport and training within the R1, R3, R6, R7, R8, R15 e
association
Risk awareness and implementation of crisis R1, R2, R5, R6, R7, R8, RY,
manageinent R10,R11, R12,R13, R14,
R15
Laws requiremnents R3,R6,R7,R9,R10, R11,
R12, R14, R15 S SR
Having effective specific training R6,R9, R10,R11, R12,R13, 518
b R14, RIS management
Less public services required R6, R10, R11, R13,R14
Standard of the hotels R3,R6, R10, R11, R13, R14,
R1S5
Table 5: The themes of the moderation effect of government support.
Codes/ Keywords Respondents Themes
Public securities (road, lighting, and signs) R7,R12,R13
Fulfilment crisis management (accidents and R1, R3,R12
emergerncy protocols) Som
Professional training (Fire safety and R7,R12 ;
techniques, life-saving procedures) e g
Infrastructure development (electricity and R12
_ water)
Crises Lhat are beyond the control of the hotels ~ R1, R2, R3, R7, R8, R9, R12,
R13
Facilitating and accommodating public services R1,R3,R7, R8, R9, R12,R13 Confidence
and emergency increasing
Subsidies and financial support to employees R7,R8,R9, R12,
and customers
Free training RB
Lack of department (training department, loss R3
and prevention department) Cost saving
Limited financial and manpower in ecrisis R8




the industry. However, the findings distinguished the moderation effects of government support

among Phuket hotels into two different levels: typical moderation and little moderation.

Table 6: Moderation effect of the government support

Level of the moderation effect Themes

« Unreliable supports
Little moderation = Industry collaboration
* Self-managed crisis management

» Securily improvement
Moderation = Confidence increasing
* Cost saving

Most standalone hotels in Phuket find government support to have minimal impact on
effective crisis management due to its lack of specificity, limited resources, and inefficient
implementation. Also, bureaucratic delays and unclear guidelines further limit its effectiveness
and accessibility. As a result, industry associations such as the Thai Hotels Association and
Phuket Hotel Association were formed to promote collaboration, knowledge sharing, and
training, particularly during crises like COVID-19. Additionally, many hotels rely on self-
managed crisis strategies due to the vulnerability of Phuket’s tourism industry to external
factors and the independent crisis management standards of international.

On the other hand, most local and standalone hotels reported that government support
positively moderates their crisis management effectiveness in three key areas: security
improvement, confidence increase, and cost savings. The most significant benefit is boosting
confidence, especially in handling risks beyond the hotel's control. Financial support, such as
employee subsidies, helps maintain operations and customer satisfaction during crises, aiding
business survival. Additionally, collaboration with public services during emergencies
improves crisis response, enabling confident decision-making and adaptation. Moreover,
government support enhances security by enforcing safety guidelines and protocols for
employees and guests, such as fire protocols, emergency evacuations, and surveillance systems,
which promote a safe environment and increase confidence in safety standards. Free
government training programs in areas like emergency response and disaster preparedness

further enhance staff skills while reducing hotel training costs.



consistently delivered to the industry, may negatively affect the industry instead. Using
explanatory sequential research design, the quantitative survey reveals that government support
moderates crisis management effectiveness in relation to risk impacts. Follow-up interviews
provide deeper insights, showing varying levels of government support's impact across
different hotels. This research contributes to hospitality crisis management theory and offers
practical insights for policymakers to improve Phuket’s tourism sector, which is a strategically

important tourist destination within Thailand.
5.5. Limitations of this study

This study has limitations that provide room for future research. First, the findings may
not be broadly applicable beyond Phuket due to its unique island tourism characteristics.
However, the framework could be televant for similar destinations such as Samui or Phi-Phi
Islands, and future studies should extend research to these areas. Second, data collected during
the post-COVID recovery may have limited the sample pool, as many hotels had not fully
resumed operations. Future research should broaden the sample for a more comprehensive view
of crisis management. Third, as government support was significant during recovery, future
studies should re-examine this issue once Phuket's tourism fully recovers to better evaluate the

impact of government assistance on crisis management.
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