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Abstract

The aim of this study is to evaluate the perceptions of prospective tourists through parameters by which the tourism and
hospitality service sector can withstand the widespread implications to the sector as a result of the current pandemic. In
turn this will lead to weighing up the means for recovery. The identified parameters are then classified, categorized and
linked up with supply chain drivers to obtain a holistic picture that can feed into strategic planning from which the tourism
and hospitality service sector could utilize to establish a resilient supply chain. This data can provide deep insight for both
theorists and practitioners to utilize. It was found that reforming six supply chain drivers, whilst at the same time developing
core competencies, is the central essence of a resilient supply chain within the tourism and hospitality business sector (who
are at present working hard to counterbalance the many threats and consequent risks posed due to the pandemic).
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1 Introduction

People all over the world are suffering from severe physi-
cal and mental distress due to the prolonged effect of the
COVID-19 pandemic (Chatterjee et al. 2021) which has
been having an unparalleled impact on work life (Carrol
and Conboy 2020; Chamakiotis et al. 2021; Islam et al.
2022; Shirish et al. 2021; Trkman et al. 2021; Venkatesh
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2020). People’s daily individual, social, professional, organi-
zational and financial activities have been experiencing
extreme involuntary as well as forceful changes due to the
unexpected assault of COVID-19 (Dubey et al. 2021b; Kock
et al. 2020; Wachyuni and Kusumaningrum 2020) such as
lockdowns and temporary postponements of physical opera-
tions (Dwivedi et al. 2020; Papadopoulos et al. 2020).
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The COVID-19 pandemic has disrupted global supply
chains and exposed weak links in the chains far beyond
what most people have witnessed in their living memory.
The scale of disruption affects every nation and industry,
and the sudden and dramatic changes in demand and sup-
ply that have occurred during the pandemic crisis clearly
differentiates in its impact from other crises. All of this
has disrupted the habitual behavior of customers, causing
a shifting of the general customer base, with businesses
and organizations struggling to survive such multidimen-
sional challenges (Kausha and Srivastava 2020; Kumar
2020; Lew et al. 2020). As such, global supply chain man-
agement of various industries has been hit hard by the pan-
demic resulting in enormous losses for many with weak
connections in the supply chain network being exposed
(Dubey et al. 2021a).

Creating resilient supply chains has gained much atten-
tion lately in academia and among practitioners (Dubey
et al. 2021c) wtih policy makers being required to focus
on creating a resilient framework that can help to over-
come some of the challenges of Covid-19 as well as help
to grow overall performance (Chowdhury et al. 2020; Das
et al. 2021). Many industries have been impacted by this
pandemic but it is fair to say that the tourism and hospital-
ity sector has faced unprecedented challenges due to the
substantial restrictions that have been enforced in many
countries around the world on people, travel agencies and
flights for leisure holidays (Chakraborty and Kar 2021;
Kausha and Srivastava 2020; Lew et al. 2020). As a direct
result of the COVID-19 pandemic, around 100 million
jobs have been put at risk because of international travel
restrictions and low confidence in traveling (Alison 2020).
International travel declined around 82% in the Asia
pacific from January to October 2020 that is much higher
when compared to other regions in the world (UNWTO
2020). According to experts’ opinion, it may take 2.5 to
4 years for this industry to rebound back to pre-pandemic
levels (Goh 2021). However, it is not just external restric-
tions and protections that are impacting the sector, but
also people’s perception of risk due to the virus, unavail-
ability of medical assistance (if someone were to travel),
financial hardships faced as a result of the pandemic, and
the psychological trauma and panic felt that is all add-
ing to a paralytic mindset making people reluctant to take
such travel for leisure (Cosié et al. 2020; Matias et al.
2020). According to Chin et al. (2020), as a consequence
of restrictions due to COVId-19, change is occurring in
human—environment interactions with limited movement
of people. All these circumstances are creating anxiety
within the tourism and hospitality sector with some specu-
lating that it may continue, even after the end of this dev-
astating pandemic (Kar et al. 2021; Obembe et al. 2021;
Cosié et al. 2020; Karim et al. 2020; Li et al. 2020).
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It is for all these reasons that it is critical to assess the
tourism and hospitality sector’s supply chain resilience by
detecting loopholes and flaws in the affected areas of the
value chain to shed light on which areas or activities are
creating value and which are not. Whilst determination of a
resilient value chain for this sector is still in the premature
stage when it comes to the existing literature (Brouder et al.
2020; Gossling et al. 2021; Kausha and Srivastava 2020;
Kumar 2020), all of the scholarly articles on supply chain of
tourism and hospitality discuss this issue from three distinct
viewpoints. The first group of researchers focuses on the
current situation faced by the sector and simply attempts to
assess the untold losses and damages incurred by this sector
due to the ongoing global crisis (Brouder et al. 2020; Kumar
2020; Lew et al. 2020). The second category of researchers
(Cosié et al. 2020; Kock et al. 2020; Li et al. 2020; Matias
et al. 2020; Wachyuni and Kusumaningrum 2020) address
and explore the psychological intention and human behav-
ioral perspective of a tourist/traveler faced with such uncer-
tainty and travel conditions. These researchers streamline
and unveil human behavior during crisis moments. The third
category of studies (Gossling et al. 2021; Karim et al. 2020;
Kausha and Srivastava 2020) investigates and speculates
on the future of the tourism and hospitality business sector
with distinct recommendations based on present trends and
human mindsets. However, these three viewpoints should
not be considered in isolation, instead the development of
a resilient value chain of the tourism and hospitality sec-
tor and its sustainability are best addressed, investigated,
and theorized analyzing all the three areas discussed above
comprehensively and holistically.

According to the Tourism 2020-OECD library, effective
tourism policy development needs to focus on some essen-
tial factors such as, long term tourism planning, government
support, cooperation among all members, human resource
development, helping the tourism organizations to run
globally, accessibility to destinations, promoting economic
development, promoting local cultures and attributes and
finally, measuring the performance. This study will assess
these factors under five key areas, namely facility (physical
location or site), pricing, inventory, information and finally
sourcing.

With this in mind, this empirical research-based study
has chosen to answer the following two research questions:

e What are the parameters required for the sustainability of
tourism and hospitality businesses in the post-COVID-19
era in light of prospective tourist’s perception?

e How are the identified parameters related to the primary
strategic drivers (i.e. the parameters of supply chain per-
formance) of supply chain network, namely facilities,
inventory, transportation, information, sourcing and
pricing?
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This paper thus starts with a review of the literature that
covers this pandemic and its effect on tourism and the hospi-
tality service and the development of resilient supply chains.
This leads into the next section which explains the research
methodology for this study before discussing the findings
and interpretations for a resilient supply chain. All of this is
then given context in terms of the theoretical and managerial
implications of these research findings, followed by conclu-
sions drawn for the benefit of the sector in question whilst
considering any limitations and future research directions.

2 Literature review

Tourism is one of the largest and fastest-growing industries
worldwide (Ranasinghe et al. 2020). The tourism supply
chain (TSC) consists of a network of different kinds of tour-
ism organizations that deal with tourism-related products or
services both in the public and private sectors. To maintain
competitiveness in the entire supply chain network of the
tourism sector, it is necessary to manage effective coordina-
tion in upstream and downstream organizations. Coordina-
tion between the vertically related ones such as the hotels
and tour operators are very important. With coordination
among the horizontally related or same level firms being
important as well to nurture the sustainable TSCs. It is there-
fore pertinent to understand the current situation faced by the
tourism and hospitality sector as a result of this pandemic
and to consider its impact on the whole supply chain net-
work and the condition in the post-COVID-19 era. Hence,
moving forward, it is critical to consider the relevant sup-
ply chain drivers which truly impact this sector along with
maintaining cooperation among all TSC sectors. This in
turn could help to improve brand value, reputation, reduce
costs and enhance system efficiency. Furthermore, it could
help to respond to any future risks and challenges promptly
(Gonzalez-Torres et al. 2021).

In 2015, all United Nations Member States agreed to adopt
17 sustainable development goals (SDGs) regardless of if
they were considered a developed or developing country
which aimed to reduce the global poverty level, use environ-
mentally friendly systems (by tackling climate change and
sustaining forests and oceans), engage with relevant stake-
holders of tourism sectors and provide guidelines and policy
around sustainability (Birendra et al. 2021). According to
Scheyvens and Hughes (2019), SDGs can be applied glob-
ally to achieve sustainability in the tourism sector by 2030. In
fact, tourism-related SMESs can contribute to social and eco-
nomic development as well as to the conservation of natural
tourism destinations. Hence it is good news that many small
and medium enterprises (SMEs) are growing in this sec-
tor, which indicates positive consequences including social,

economic and environmental outcomes (Rasoolimanesh et al.
2020; Birendra et al. 2019).

The tourism and hospitality industry is responsible for
one-tenth of the global GDP and can significantly contrib-
ute to economic and social development. If it is managed
properly, then it can expedite the attainment of sustainability
(Birendra et al. 2021). Sustainable tourism can also have a
significant contribution to poverty reduction, attain gender
equity and protect the environment (Rasoolimanesh et al.
2020; Scheyvens and Hughes 2019). In fact, whilst Trupp
and Dolezal (2020) mentioned the importance of tourism for
economic development and poverty mitigation in Southeast
Asia, it is also necessary to point out that tourism is linked
with gender equality (which is imbedded within the SDGs),
as such, tourism policy should be redesigned to promote
gender equality. Another important point to focus on in
sustainable tourism is to maintain good connections among
stakeholders. Good communication and collaboration among
all stakeholders can help to attain sustainability and over-
come the challenges (Movono and Hughes 2020; Trupp and
Dolezal 2020). With the tourism industry, now more than
ever, being uncertain in nature (Robinson et al. 2019), col-
laboration of this kind will only benefit the industry.

Analyzing the economic, social and environmental
development issues are crucial for building up a sustain-
able tourism and hospitality sector globally. For example,
Sigala (2020) highlighted that sustainable tourism is based
on the ecological, social and cultural capacities of the local
community for the acceptance of a tourism territory (that
can be considered as public goods/grounds). Sustainability
can be affected negatively by global economic instability,
natural disasters, climate change, the loss of biodiversity and
regional and international security. As a consequence, tour-
ism can be considered a very sensitive and vulnerable sec-
tor. Any shock from one agent rapidly spreads to others and
spreads out into the whole tourism supply chain (Gonzélez-
Torres et al. 2021).

Recently, the COVID-19 pandemic has significantly
impacted the hospitality and tourism industry worldwide
(Rivera 2020) with most tourist sites not yet open for visitors
and travelers having to quarantine along with maintaining
social distancing to reduce the transmission of coronavirus
(Kilig et al. 2020). It is fair to say that the tourism and hos-
pitality industry facing all these challenges and regulations
is one of the sectors most affected by this current pandemic.
This has adversely impacted the livelihood of millions of
industry stakeholders that span around the world (such as
hotels, airlines, etc.). Due to COVID-19, many flights have
been canceled and tour guides have also been forced to stop
their operations. This is highlighted by the fact that due
to COVID-19, the number of passengers traveling by air
has declined from 44 to 80 percent, around 100 to 120 mil-
lion tourism jobs have been lost and, direct aviation jobs
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at airlines and airports have fallen by 4.8 million (that is
43 percent less compared to the pre-COVID-19 situation)
(UNWTO 2020). Considering that 58 percent of tourists
arrive at their destination by air, that is a big loss to the
industry as a result of lockdowns and border closure that
has hindered air travel. Coupling this with a drop of 850
million in the number of international tourists to 1.1 billion,
the revenue from tourism has fallen by $910 billion to $1.2
trillion (Jata 2021). Hence the impact of COVID-19 needs
to be investigated to sort out the areas of the supply chain
which should be focused on to attain sustainability in tour-
ism (Birendra et al. 2021) so that the industry can recover
from the crippling effects of this pandemic.

For low income countries, poor internal infrastructure
and amenities can be one of the main reasons behind low
tourism demand (Khan et al. 2020). With present travelers
being very aware of the local situation in this regard due to
online access to tourist spot information. Before visiting any
place, tourists are able to collect all sorts of online infor-
mation about their favorite or probable holiday destinations
with the recent COVID-19 pandemic only strengthening the
importance of e-tourism. It is for these reasons that online
tourist information or e-tourism is expected to become an
important driver for future growth of tourism (Goh 2021),
informing and reassuring a tourist before they choose their
location of travel.

The other major reasons for the decline in tourism
includes health concerns, a decline in disposable incomes,
and reduction in the number of flights worldwide and
restructuring of airlines (Sheller et al. 2020). Zenker and
Kock (2020) also discusses a few other reasons for the
decline in tourism that we are witnessing, such as a change
in destination images, a change in tourist behavior, a change
in resident behavior, changes in the tourism industry, among
others. Since the outbreak of coronavirus, tourists are more
mindful of the rate of infection in tourist locations thus lead-
ing tourists to prefer local destinations rather than foreign
ones (minimizing the risk posed of catching Covid-19 dur-
ing travel along with potential delays and disruptions) and
to avoid overcrowded places. This is why more remote des-
tinations are becoming more popular over the once populat
mass tourism destinations.

Collaboration with health care systems or with other
emergency systems are required in the post pandemic era
for betterment of the tourism sector along with the improve-
ment in overall customer service experience to benefit the
sector (as is being seen in the Indian tourism industry). The
predominant factors for overall customer service experiences
are price, cleanliness, hospitality (Zenker and Kock 2020).

People are becoming ever more aware of the need for
sustainability in all sectors, tourism included. Part of this
would also be what footprint is being left behind by the
visiting tourists and how can this be minimized to ensure
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the conservation of natural and cultural resources. This was
highlighted at a popular tourist location in Wales, the sum-
mit of Snowdon (Wales’ tallest mountain), where an influx
of local tourists visited during the pandemic and left behind
all sorts of litter at the beauty site. Hospitality and mainte-
nance (including cleanliness) of tourist spots can motivate
tourists to spread positive word of mouth that enhance pub-
licity of particular such tourist locations. In addition, secu-
rity, safety and amenities of a location is crucial to attract
potential tourists. The arrangements of toilets, restaurants,
accommodation, and transport facilities are all important to
a tourist choosing where to visit (Kar et al. 2021). It is thus
imperative to keep in mind a typical tourism value chain
which is composed of suppliers, tour operators, competitors,
partners, governments and other firms carrying out comple-
mentary activities (Gonzalez-Torres et al. 2021).

3 Areas of tourism supply chain need to be
focused for sustainability in post COVID-19
Era

From the literature review, it is clear that numerous factors
are needed to be considered for effective tourism. This study
will assess these factors under five key areas, namely facility
(physical location or site), pricing, inventory, information
and finally sourcing.

3.1 Facility

A tourist’s travel decision is influenced by perceiving the
travel risks and external information they obtain from dif-
ferent sources. These decisions are also impacted by tourist
destinations and traveler types. Experienced travelers typi-
cally perceive less risk while choosing travel destinations
compared to an inexperienced traveler who is more con-
cerned about security and safety issues (Lew et al. 2020). A
traveler’s culture and nationality play a vital role in travel
decisions. Tourists from risk-oriented cultures (e.g. western
tourists) are more likely to travel anywhere they plan com-
pared to travelers from risk-intolerant cultures (e.g. Asian
tourists). In fact, tourists from risk intolerant cultures are
more likely to cancel travel plans if they perceive any risk
in traveling (Villac and Fuentes-moraleda 2021).

Due to the COVID-19 pandemic, the tourism sector has
changed considerably with the typical tourist now selecting
tourism destinations after considering only local and nearby
destinations with the sense of protection being considered an
important factor here (Prayag 2020; Duro et al. 2021). It is for
these reasons that during this current pandemic (and moving
into the endemic stage of COVID-19 for some countries),
most travelers are coming from nearby localities (Haywood
2021). Many countries and regions have restricted travel
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movements and imposed strict policies on traveling requiring
Covid tests, vaccination passports and quarantine (or isola-
tion) restrictions for travelers arriving at their destination.
All of this is having a huge impact on the global tourism
industry and will be overcome only when borders reopen, and
international flights are permitted to fly without any obstacles
(Sharma et al. 2021). Some studies have highlighted that in
the post-Covid era, choosing a local destination for a trave-
ling plan will act as a favorable alternative for many travelers
(Baum and Hai 2020; Higgins-desbiolles 2020). The industry
also had to contend with limiting the number of tourists at a
tourist site to reduce the chance of spread of this disease and
at the same time avoiding mass gatherings of people for the
same reason. However, this will at least enable the industry
to remain open whilst ensuring the leisure and comfort of
tourists are framed in an environment of less risk.

Several diseases that spread in the last two decades have
profoundly damaged the image of several countries as safe
tourist destinations; although it is evident from analyzing
the past histories after any epidemic or pandemic, like Ebola
or severe acute respiratory syndrome (SARS), the tourism
industry does not take long to recover the losses (Giinay
et al. 2020). As international tourist spots are mostly closed
due to the COVID-19 pandemic, domestic tourism will get
the opportunity to flourish as tourists find local options that
they feel are safe and reliable in terms of travel to these
nearby locations (that come with a feeling of belonging-
ness that enhance their experience) whilst at the same time
mitigating the hassle of quarantine/isolation (Brouder et al.
2020). It is interesting to note that in different tourist loca-
tions advanced technologies like robots, automation tech-
nologies, and artificial intelligence can reduce cost, enhance
flexibility and help to maintain social distance (Sharma et al.
2021). Thus, technology can handle pandemic-specific prob-
lems such as screening travelers, discovering COVID-19
cases and tracking contacts (Hall et al. 2020).

3.2 Pricing

Like all other industries, the tourism industry is mostly
contingent upon government aids that support it to oper-
ate its supply chain network efficiently. A number of multi-
national tourism organizations access government aid and
support which helps them reduce their operational costs and
improve their global productivity (Higgins-desbiolles 2020;
Sharma et al. 2021). Government plays a vital role to help
stakeholders of the tourism industry survive and for the
sector to run efficiently, this is especially so due to the
impact that the COVID-19 crisis has had on the tourism
industry. In the post-COVID-19 era, it has been suggested
to reopen everything on a limited scale but to run the whole
industry profitably, government subsidies and support is
going to be essential (Hall et al. 2020; Tsionas 2020). Such

governmental support will reduce the risk faced by the tour-
ism industry and will help create a sustainable one, thus
government measures are a must. To achieve this, govern-
ments could look to provide interest-free loans, flexible
mortgages and financing options to support tourism-related
SMEs. Governments could also promote tourism destina-
tions to attract international and local tourists (Assaf and
Scuderi 2020) with tourist travel decisions being influenced
by such local government initiatives that also manage the
safety and security of tourists during and post COVD-19 era.
If governments fail to deliver and communicate adequate
and appropriate messages to tourists, then it may affect their
travel plans negatively (Villac and Fuentes-moraleda 2021).
With government assistance and support towards recover-
ing losses due to the pandemic, coupled with public—private
relationship, the tourism industry can get a new outlook in
the post-COVID-19 era (Mccartney 2020).

There are different types of partnerships and alliances
among competitors within the industry that could help those
in the sector to gain competitive advantages and create sus-
tainability within the tourism industry. For example, com-
panies could share skills and resources with each other that
would help to fill up the weaknesses of each other. Screen-
ing companies for creating such partnerships will be impor-
tant during which taking into consideration their common
interests, trustworthiness and identifying if there are any
conflicts. Collaboration is not a new thing with large firms
generally collaborating with other firms to address environ-
mental threats related to the maturity phase of the industry.
For an established market, firms should focus on develop-
ment activities that can improve their position in the market.
Hence using tried and tested methods of working together
will maintain a competitive environment among similar
tourism firms whilst helping them to grow. Thus, companies
could also provide cost-effective services and offer several
cost-effective travel packages for tourists.

To overcome the challenges due to the COVID-19 pan-
demic, all firms in the tourism sector are trying to reduce
their costs. At the same time, they need to focus on attracting
tourists, reduce dependence on tour operators and achieve
an effective partnership with other firms to maintain the
competitiveness of individual firms and the whole supply
chain. The relationship between the upstream and down-
stream firms is a key factor in this regard (Gonzélez-Torres
et al. 2021). By effective partnership both firms will benefit
in terms of cost and offer efficient cost-effective services
and entertainment facilities to their potential tourist clients.

3.3 Inventory
As the frequency of disastrous events has accelerated over

the past few years, technologies have been rapidly changing
to handle these adverse situations with technology being a
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major force in creating flexibility in the tourism industry
(Hall et al. 2020). During COVID-19, the necessity of tech-
nological advancement in every industrial sector has been
evident. The supply chain management processes of almost
all industries have faced huge disruption that had a lack of
adequate technological support. During COVID-19 people
have been mainly depending on technologies like automa-
tion, digitization and artificial intelligence which have been
helping to reduce costs and enhance flexibility by maintain-
ing social distance (Assaf and Scuderi 2020; Sharma et al.
2021). Looking forward to the post-COVID-19 era, technol-
ogy will be the most essential element to run various tour-
ism activities without any physical contact such as screening
travelers, screening COVID-19 affected passengers, trac-
ing and tracking contacts, etc. (Hall et al. 2020). With all
this technology, there is also a positive side and that is that
COVID-19 has created an opportunity for e-Tourism. Mov-
ing forward, Gretzel et al. (2020) have proposed six pillars
for e-Tourism, namely historicity, reflexivity, transparency,
equity, plurality, and creativity.

King (1995) claims that the hospitality and tourism indus-
try is concerned with security, psychological and physical
comfort. This could be achieved if, as discussed by Signh
et al. (2021), tourists traveling locally can more easily fol-
low the protocols of COVID-19 whilst visiting local tourist
spots. Such protocols would include travelers carrying and
wearing face masks, utilization of hand sanitizers whilst
maintaining social distancing. Furthermore, the number of
visitors needs to be limited at a tourist site to reduce the
chance of infection. Adopting all these measures will help to
maintain the leisure industry whilst maintaining safety and
hygiene alongside providing comfort to tourists by ensur-
ing an environment that is of less risk. Thus, the tourism
industry needs to take time to consider the most appropri-
ate health and safety protocols in a post-COVID-19 era (for
example all tourist sites will need more medical support,
adequate health insurance and sufficiently trained staff to
provide proper safety).

3.4 Information

The level of risks while choosing local or international
travel destinations will mostly depend on whether a poten-
tial tourist makes use of online information sources. Inter-
national travelers largely depend on friends, family, tour
guides and travel magazines for choosing travel destina-
tions. Correct and clear information is thus very impor-
tant to attract and retain potential tourists and to give them
confidence in the sector. Sometimes negative information
from social media can adversely impact travel decisions
(Villac and Fuentes-moraleda 2021). If a place is suddenly
deemed too risky to travel to, then tourists will ultimately
cancel their travel plans to those sites (Neuburger and Egger
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2021). Hence proper information is needed to regain the
confidence of travelers to travel again and help the industry
to bounce back fast in the post-Covid era. To regain the
trust of travelers, information from government officials
and health professionals is very important (Husnayain et al.
2020) with factual information being provided during out-
breaks that helps tourists to assess the risks for themselves.
Communication is the key here with any unnecessary infor-
mation being minimized as this can induce public restless-
ness or panic (Husnayain et al. 2020).

3.5 Sourcing

Many hotels, resorts, and tourist destinations are largely
dependent on tour operators for their promotion by word
of mouth, visibility and services. Frequent conflict arises
between tour operators and hotel management because of
the detrimental focus of hotel management on maintain-
ing a standard number of customers and average room rate.
Nevertheless, tour operators’ efficiency depends on price
reduction and profit margins paid to hotel management
(Tapper and Font 2004). In fact, tour operators are often
related to other tourism activities such as controlling car-
riers and retailers along with controlling various important
activities in the tourism and hospitality industry, includ-
ing contracts related to payments, guarantees and release
conditions. Hence whilst the relationship between tour
operators and hotel management plays a vital role in the
tourism industry, the impact of disastrous events like ter-
rorist attacks and most recently the COVID-19 pandemic
outbreak, many tourism and hospitality companies are
choosing to depend on their own websites to directly deal
with potential tourists. As a consequence, this is reducing
the dependence of tourism/hospitality companies on tour
operators (Gonzélez-Torres et al. 2021). That said, even
with this happening, Calveras and Orfila-Sintes (2019)
found that despite depending on information technologies
to maintain the value chain efficiently, there has been no
significant decrease in the presence of intermediaries of
tour operators in the industry.

4 Research methodology

This research was intended to capture actual tourists’ per-
ceptions in the light of developing a resilient supply chain
within the tourism and hospitality service. In this context,
the researchers conducted a detailed empirical study among
prospective tourists to understand their individual opinion
about how this vulnerable sector can gain new life again
after the devastating effect of COVID-19. The experi-
enced tourists were requested to provide their opinion in a
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structured questionnaire based on their past experience and
future expectations.

4.1 Proposed factors to boost up tourism and
hospitality service and develop resilient supply
chain

Several factors that were revealed in the aforementioned lit-
erature review, which could help in turning the tide on the
stagnant tourism and hospitality services, were considered and
the key factors elicited. The following twenty factors were con-
sidered to boost up the tourism and hospitality service and
develop a resilient supply chain within this sector (Shown in
Table 1).

4.2 Empirical study and data collection

The twenty factors listed in Table 1 were sent to prospec-
tive tourists to rate the factors as per their opinions which
were then utilized to assess how to use this information to
assist the sector in overcoming the stagnant nature tourism
and hospitality services are currently finding themselves

Table 1 Factors for boosting up tourism and hospitality service

in. These factors were adopted from previous studies and
thus ensure the validity and reliability of the factors. The
study participants were asked to put the factors in sequen-
tial order as per their importance, with the most important
at the top and ending with the least important at the bot-
tom. Participants were asked to assign a score of twenty
to the most important factor, then nineteen for the second
most important, and so on and so forth until reaching one
for the least important factor. Participants were requested to
consider the factor that they labeled twenty to be the most
essential in helping to boost the stagnant tourism and hospi-
tality services (after the devastating impact of the prolonged
pandemic) and the factor they labelled as one to be the least
critical in this regard. Respondents were asked to provide
their opinions based on their present perceptions, past expe-
riences, and future expectations. They were also requested
to provide some demographic information listed in Table 2.

4.3 Sample selection

As the basic aim of this study was to capture tourists’ per-
ceptions about how to boost travel and leisure tours in the

SL Factors Source

No.

1 Design of cost-effective package for tours and leisure trip (Gossling et al. 2021; Thornton 2020; Sifolo et al. 2019)

2 Local and neighborhood venue (Mittal and Sinha 2021; Reddy et al. 2020; Santana et al. 2017)

3 Tour location should be familiar and common (Christopher and Peck 2004; Ngoc Su et al. 2021; Prayag 2020)

4 Tour location should be trustworthy and reliable (Mittal and Sinha 2021; Wang et al. 2009; Webster and White 2010)
5 Adequate medical support should be available in the tour location (de S4 et al. 2020; Manhas and Nair 2020; Matias et al. 2020)

6 Detail information about the entire tour should accessible and (Abdelsalam and Elbelehy 2020; Scholten and Schilder 2015;

available for the tourists

7 Tour location should be free from mass people gathering
8 Easy and adequate travel communication should be available
Cost-effective travel communication should be available

10 Tour location should be such that social distancing be maintained

11 Owner of the service should have trustworthy and reliable image

12 Country of the tour venue should have trustworthy and reliable
image

13 Health insurance can be offered

14 Safety and security protocols should be mentioned in detail

15 Cost-effective entertainment should be promoted

16 Innovative ideas to provide emotional entertainment is required
with cost-effectiveness

17 Digital technology should be promoted in all services required for

the leisure tour to avoid physical interaction
18 Hygiene should be adequately maintained with reliability

19 Easy mode of transportation to visit the tour location

20 Free wi-fi availability is required

Sigala 2020)
(FICCI report 2020; de Sa et al. 2020)
(de Sé et al. 2020; Manhas and Nair 2020; Ngoc Su et al. 2021)
(Mittal and Sinha 2021; Ngoc Su et al. 2021; Sifolo et al. 2019)
(Mittal and Sinha 2021; Ngoc Su et al. 2021)
(Mittal and Sinha 2021; Rubbio et al. 2020)
(Mittal and Sinha 2021; Ngoc Su et al. 2021; Polyviou et al. 2020)

(Khan et al. 2020; Mittal and Sinha 2021; Ngoc Su et al. 2021)
(Mittal and Sinha 2021; Ngoc Su et al. 2021)

(Abdelsalam and Elbelehy 2020; Ngoc Su et al. 2021; Sifolo et al.
2019)

(Abdelsalam and Elbelehy 2020; Mittal and Sinha 2021; Sifolo
et al. 2019)

(Mittal and Sinha 2021; Rubbio et al. 2020; Scholten et al. 2020)

(Abdelsalam and Elbelehy 2020; Mittal and Sinha 2021; Ngoc Su
et al. 2021; Zenker and Kock 2020)

(Abdelsalam and Elbelehy 2020; Gossling et al. 2021; Manhas and
Nair 2020)

(FICCI report 2020; Mittal and Sinha 2021; Ngoc Su et al. 2021)
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Table 2 Demographic Factors

Dimension Sample Average
Age 29 years

Gender 47:53 (Male: Female)
Income (Yearly) 15.5 lacs

Average Education Bachelor’s Degree

Family 4 members

Expected Individuals to be Vaccinated 81%

Length of Experience of Travel and Leisure 7 years
Tour

Percentage of Work Experience 72%

post-COVID-19 era, the selection of the survey sample had
to ensure the variability and representation of the popula-
tion. Thus, the survey-based empirical study was conducted
among experienced and prospective tourists in Bangla-
desh. The survey was carried out from a random sample
of the population living in eight of the big cities in Bangla-
desh. These cities are Dhaka, Sylhet, Chattogram, Khulna,
Cumilla, Barishal, Noakhali, and Rajshahi. To ensure that
the study targeted potential tourists, the researchers liaised
with the three leading organizations in this sector namely,
Association of Travel Agents of Bangladesh (ATAB), Tour
Operators Association of Bangladesh (TOAB) and Bang-
ladesh International Hotel Association (BIHA). Potential
participants were then sourced from the client contact list
of these three organizations (i.e. people who utilized their
tourism services at least twice in the past three years). Once
study participants were identified, a demographic analysis
was performed to evaluate the sample characteristics (shown
in Table 2). This enabled the study to ensure that prospective
tourists that were part of this study had variations in their

demographic factors (particularly in age and education) as
a whole.

5 Findings and interpretation of the study
data and supply chain drivers
that make for a resilient supply chain
within the sector

The following factors (shown in Table 3) were identified
and listed as the strategic initiatives to establish a future
resilient supply chain of tourism and hospitality service that
will aid recovery from the severe negative impact of the
current pandemic.

Stevens (1996) and Kline (2010) suggested for explora-
tory and confirmatory factor analysis that if any scale item
has a loading value lower than 50 percent under the respec-
tive latent variable, it can be excluded on the assumption that
its contribution in the respective latent variable is negligi-
ble. Following the same argument, this study has also set its
cut-off value to be 50 percent and thus accepted only those
factors as the reasons for boosting up tourism and hospital-
ity service.

Based on the above listed factors for boosting up the tour-
ism and hospitality service, a conceptual model has been
conceived from this research (see Fig. 1) to illustrate the
areas the industry needs to focus on for building a resilient
post-pandemic tourism supply chain.

5.1 Resilient supply chain and supply chain drivers
This section will now take each of the supply chain driv-

ers in turn and extrapolate the key findings from this study
under each.

Table 3 Tourists’ perceived factors for boosting up tourism and hospitality service

SL. No.  Factors Percentage of Score of the Related Supply
Proposed Factor Chain Drivers

1 Tour location should be familiar and common 89 Facility

2 Design of cost-effective package for tours and leisure trip 83 Pricing

3 Adequate medical support should be available in the tour location 82 Inventory

4 Cost-effective travel communication should be available 80 Transportation

5 Detail information about the entire tour should accessible and available for the 80 Information

tourists

6 Cost-effective entertainment should be promoted 67 Pricing

7 The owner of the service should be trustworthy and reliable 66 Sourcing

8 The country of the tour venue should have a trustworthy and reliable image 66 Sourcing

9 Tour location should be free from mass people gathering 62 Facility

10 Free wi-fi availability is required 52 Inventory

11 Easy mode of transportation to visit the tour location 50 Transportation

@ Springer



Tourism sustainability during COVID-19: developing value chain resilience

399

Fig. 1 Proposed conceptual
model illustrating the key areas
that require focused atten-

tion when building a resilient
tourism supply chain due to the .
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5.1.1 Facility

Researchers working on resilient supply chains (Abdelsalam
and Elbelehy 2020; Christopher and Peck 2004; Dubey et al.
2014; Ivanov et al. 2017; Shareef et al. 2020a, b) have prior-
itized the development of supply chain drivers with the struc-
tured and organized facility. Shedding light on the conceptual
definition of the resilient supply chain, it is strongly recom-
mended that due to the devastating and prolonged impact of
COVID-19 on tourism and hospitality sector, a resilient sup-
ply chain is a mandatory requirement to establish improvised
drivers of the supply chain (Abdelsalam and Elbelehy 2020).
The capacity and capability of the supply chain in the tour-
ism and hospitality sector should be extended, enhanced and
strengthened so that it can independently protect and resist
the long-lasting and widespread effect of quarantine, social
distancing and lockdown pandemic measures and expedite its
motivational effort to recover from the negative phenomena
and situations that have arisen as a result.

Shedding light on ontological paradigms of the resilient sup-
ply chain (Dubey et al. 2017; Dwivedi et al. 2018; Kamalahmadi
and Parast 2016; Purvis et al. 2016; Scholten and Schilder 2015;
Scholten et al. 2020; Sheffi 2001; Stevenson and Busby 2015;
Tukamuhabwa et al. 2017; Shareef et al. 2019), this study has
highlighted that a self-protective, adaptive and improvised sup-
ply chain of the tourism and hospitality sector can mitigate all
negative aspects such as the disruptions witnessed globally by
the sector. Unprecedented threats caused by the current pan-
demic through reforming an organizations capacity can ensure
the development and establishment of a resilient supply chain,

but it should be pointed out that this path may not be easy tacti-
cally, procedurally or when it comes to organizations structures.
Thus, substantial improvement of supply chain drivers is the
essential precondition in this context (Christopher and Peck
2004; Shareef et al. 2020a, b).

Analyzing the present impact of COVID-19 and its endur-
ing aggressiveness, researchers are striving and searching
for effective alternatives (de S4 et al. 2020). In this regard,
scholarly articles (Dubey et al. 2014; Sifolo et al. 2019;
Shareef et al. 2019) have heuristically focused on capac-
ity development by restructuring the six drivers of supply
chain namely, facility, inventory, transportation, information,
sourcing and pricing in the hope to ensure a resilient supply
chain in future. To facilitate the drivers of supply chain with
new scopes and opportunities aligning with the changed situ-
ation of tourism and hospitality service, distinct and phase-
wise processes are recommended to reduce the disruptions
in developing resilient supply chains (Dubey et al. 2014;
Ivanov et al. 2017; Scholten et al. 2020; Shareef et al. 2020a,
b). Mittal and Sinha (2021) discuss how assurance of a resil-
ient supply chain mitigating disruptions without potential
shrinkage in performance is substantially dependent on the
restructuring of the supply chain driver: facility.

When it comes to the tourism and hospitality service,
this driver can be viewed as the physical location or site
as well as accommodation with surrounding areas where
tourists will visit and stay, i.e. their primary destination
of the planned tour (Mittal and Sinha 2021; Ngoc Su et al.
2021; Sifolo et al. 2019). Respondents of this survey are
keenly aware of this driver in energizing potential future
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tours and in overcoming all the negative consequences
of the current pandemic. This study found that a well-
designed facility equipped with new features to protect
and withstand contamination threats, such as that of
COVID-19, is an essential and almost mandatory desire
of prospective tourists. Study participants expressed their
immense eagerness to have a physical location or site as
well as accommodation as a tourist place that has certain
new features which can support the new equilibrium of the
world in the post-pandemic era. Among several desires,
they pointed out that in the future they would like to be
able to once again select any venue or facility as their tour
location which is a well-known place, both familiar and
common. However, they felt that the location should not
be too crowded as this would make it difficult to avoid
physical interaction and contamination. Thus, having the
ability to maintain physical safety is the prime criterion
for prospective tourists to plan their future tours after this
pandemic ends.

Therefore, withstanding and recovering from the current
threats of the pandemic and establishing a resilient sup-
ply chain for the tourism and hospitality service is funda-
mentally rooted in the design of an innovative facility as
the supply chain driver. This finding is well supported by
many scholars (Hall et al. 2020; Lengnick-Hall et al. 2011;
Nilakant et al. 2014; Shareef et al. 2021a) working on the
destructive impact of the current pandemic on tourism and
hospitality service and the successive recovery procedures.
Some researchers (Mittal and Sinha 2021; Ngoc Su et al.
2021) have suggested that to design a well-equipped facility
that can provide satisfactory and adaptable features meeting
the new expectations of tourists to fight against all the nega-
tive consequences of the pandemic based on their experi-
ence, is not only crucial but also could be a vulnerable issue
and the most challenging task faced by tourism and hospital-
ity companies. Selecting a new, uncommon, and challenging
venue for the tour was a common and traditional behavior of
tourists prior to the tribulations experienced from COVID-
19 (Mittal and Sinha 2021; Ngoc Su et al. 2021; Shareef
et al. 2021b). Whilst present tourists would like to start
vacation tours again there are certain new adjustments that
now have to be taken into account along with, for instance,
tourists wishing to travel to a neighborhood place that is
familiar, reliable and trustworthy in location and free from
mass gathering so that social distancing can be maintained
(Mittal and Sinha 2021; Ngoc Su et al. 2021). This leads to
the first proposition of this study:

Proposition 1 More structured and organized facility pro-

vides greater opportunity to create resilience within tourism
supply chain management.
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5.1.2 Pricing

Supply chain driver “Pricing” is one of the most important
issues to design an effective and sustainable supply chain for
tourism and hospitality service especially nowadays having
faced a prolonged and continuous lockdown that has cre-
ated stagnant business issues for this sector. This driver has
potential contribution in designing, organizing and planning
a resilient supply chain for tourism and hospitality services
counter balancing scarcity of income and restraint on the
scope of luxury. For the tourism and hospitality services
supply chain, this driver can be deemed to be how much
expenditure is required as the package cost for any tour so
that the supply chain can properly adjust costs to take into
account tourists' present financial distress due to COVID-19
(Sifolo et al. 2019).

It is fair to say that researches unanimously agree that
one of the major thrusts and experiences of this current pan-
demic is that general tourists have suffered as a consequence
of the severe financial uncertainty and hardship (Abdelsalam
and Elbelehy 2020; Christopher and Peck 2004; Mittal and
Sinha 2021; Ngoc Su et al. 2021; Sifolo et al. 2019). Among
the many reasons for this financial suffering has been promi-
nent incidents like losing one’s job, reduced opportunity to
secure a new job, the decreased earning potential, finan-
cial uncertainty, reduced salary or income, stagnant busi-
ness all of which have been contributing to the alarming
growth of unemployment, etc. (Manhas and Nair 2020; de
Sa et al. 2020). These insecurities have provoked general
people to shrink their transaction money and accentuate
precautionary money (Shareef et al. 2021b). At the same
time, extreme financial hardship and unusual, prolonged and
unprecedented uncertainty has resulted in mental health dif-
ficulties for some along resulting in all sorts of distress such
as nervousness and fidgetiness among people curtailing any
kind of voluntary expenditure (Manhas and Nair 2020; de
Sa et al. 2020).

The survey result from this study indicated that tourists
believe that future vacation trips should be planned as a
trade-off between necessity and capability. Participants felt
that such trips should be considered and organized as recrea-
tion with several restrictions and limitations in place. After
all, for physical change and mental relief of stress, vacation
tours are essential for prospective tourists (Shareef et al.
2021b); however, in this case, the potential consideration by
study participants is the amount of expenditure required to
conduct that trip. They look for cost-effective tours, accom-
modation, food and transportation along with entertainment
with limited prices during vacation. Therefore, one of the
primary drivers of the supply chain is pricing with meas-
ured consideration needed to be given to this driver when
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designing any package tour, hotel, and food and vacation
expenditure. It is thus one of the key deciding factors in
the recovery from the current stagnant situation the tourism
and hospitality service finds itself in along with this driver
being critical in establishing a resilient supply chain that can
withstand all present day threats. This leads to the second
proposition of this study:

Proposition 2 More cost-effective tour planning will lead
to the creation of more resilience in tourism supply chain
management.

5.1.3 Inventory

Inventory management as a supply chain driver is crucial
for any traditional commodity-based service flow (Dwivedi
et al. 2018). For a service type business like tourism and
hospitality, its characteristics and significance are quite
different; nevertheless, as a supplementary tool, inven-
tory control and management of this service needs careful
planning to reflect the current situation and demand due to
the COVID-19 health crisis. This driver can be viewed as
the service components, any supplementary facilities, and
amenities provided to the tourists by the service providers
(primarily by the owner of the facility) during the period of
the tour (Mittal and Sinha 2021). To cope with the current
unexpected situation and adapt to the unprecedented threats
imposed by the spread of this infectious disease, tourists
are conscious of multidimensional threats related to health,
finance, stress, isolation, mental agony and unfortunately
death (Shareef et al. 2021b). Thus, they propose new facili-
ties, alternative arrangements, and constructive support from
service providers within the tourism and hospitality sector
during this crisis.

Respondents of this survey were found to be cautious
about at least two urgent and mandatory support service
components which, in the past, were not in that much
demand for past vacation tours. Irrespective of country of
residence, this is a global pandemic and as such, people
have experienced unprecedented suffering having to contend
with multiple threats as a result of the devastating spread
of this infectious disease. The impact of this pandemic was
not even imagined before it hit, and consequently people
somehow assumed and obtained the impression that some
supplementary services would almost be mandatory for a
healthy existence during any travels and leisure tours (Li
et al. 2020; Ngoc Su et al. 2021). Health crisis and continu-
ous threat of sickness forced the potential tourist to consider
and evaluate the merit and quality of a tour based on definite
availability of and accessibility to medical support by the

service provider of tourism and hospitality, transportation,
and accommodation during the vacation. This leads to the
second proposition of this study:

Proposition 3 Effective inventory management planning will
create more resilience in tourism supply chain management.

5.1.4 Transportation

Transportation and logistics management is a strong driver for
a sustainable supply chain (Dwivedi et al. 2018; Shareef et al.
2019). Convenient transportation scope which is both easy and
cost-cutting is the fundamental issue to fight and withstand
this pandemic and to recover from the losses on many levels
by promoting the tourism and hospitality business (Kock et al.
2020; Li et al. 2020; Wachyuni and Kusumaningrum 2020).
This driver can be defined for tourism and hospitality service
as the entire movement of tourists from the origin to the desti-
nation through different intermediary points (if any) (Dwivedi
et al. 2018; Shareef et al. 2019). This pandemic has a crippled
many business sectors; however, among the most severely
affected sectors, the transportation business including airlines,
buses, train services is the leading one (Brouder et al. 2020;
Cosiéetal. 2020; Gossling et al. 2021; Karim et al. 2020). This
sector has incurred severe losses, laid—off many employees,
and almost collapsed. Now to turn around this sector that has
been brought to its knees requires a recovery strategy, with the
first and foremost initiative being to design a cost-effective tour
plan for vacation lovers (Mittal and Sinha 2021; Ngoc Su et al.
2021; Sifolo et al. 2019).

This present survey acknowledged the same findings
revealed by many scholarly studies, and that is, while the
widespread effect and threat of the pandemic is gradually
diminishing, tourists have started cognition and deliberation
over different types of vacation and leisure tours; however,
in this context, mode and cost of transportation are two vital
issues for them. This pandemic has raised many issues of
risk including sickness and other medical problems, mass
contamination and gathering, financial hardship, social iso-
lation, etc. (Brouder et al. 2020; Gossling et al. 2021), thus
the tourist feels they need a cost-effective mode of trans-
portation from their place of origin to the travel destination.
With regards transportation, the potential tourists’ essential
requirements include an easy mode of transportation, free
from risk of contamination, and a trustworthy and reliable
servicer. Considering the aforementioned requirements, it
can be postulated that designing a resilient supply chain for
tourism and hospitality services substantially depends on
the desired features and characteristics of the supply chain
driver, transportation. This leads on to the fourth proposition
of this study:
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Proposition 4 Convenient and cost-effective transporta-
tion will create more resilience in tourism supply chain
management.

5.1.5 Information and sourcing

Sociologists and behavioral psychologists revealed that
uncertainty in life and society may inflict nervousness and
panic among people (Brouder et al. 2020; Gossling et al.
2021; Cosic et al. 2020; Kock et al. 2020; Li et al. 2020;
Matias et al. 2020; Wachyuni and Kusumaningrum 2020).
Heuristically, this symptom creates a deep urge for trans-
parency, accountability, and accessibility (Shareef et al.
2021b). During a similar situation, for instance, this current
pandemic, people start searching for explicit and detailed
information about the problems, incidents, and recovery
procedures (Mittal and Sinha 2021). Information is a strong
driver for developing a resilient supply chain, and its urge
is growing rapidly and urgently from the tourists. Shedding
light on tourism and hospitality service, information as a
driver of the supply chain can be explained as the accessibil-
ity and availability of detailed data about resources, proto-
cols, procedures, reputation, and reliability for all other five
drivers of the supply chain (Dwivedi et al. 2018; Shareef
et al. 2021b).

Psychologists affirm that uncertainty in life necessitates
the presence of belongingness, empathy and mental sup-
port (Brouder et al. 2020; Cosic et al. 2020; Gossling et al.
2021). Due to panic and mental agony, people during the
pandemic have been striving to maintain connectivity with
family members and friends (around the world and locally),
and thus, technological support like wi-fi is an essential tool
and requirement for the prospective tourist to evaluate the
venue of the tour, travel and accommodation while planning
for leisure tours. Pragmatically, any crisis moment instigates
a search for clear information about the phenomenon multi-
ple times (Matias et al. 2020). Therefore, during the present
pandemic period when crisis, mental distress agony, social
unrest and a heightened awareness of the severity of a wave
of infection (which are increasingly common and currently
regular trends), tourists aggressively look for detailed infor-
mation about the entire tour while designing the tour plan
to give them peace of mind (Brouder et al. 2020; Gossling
et al. 2021; Cosi¢ et al. 2020).

Respondents of this study’s survey, who were considered
as prospective tourists, have, like us all, suffered enormously
due to this pandemic. The respondents as a consequence had
strongly recommended the need for a clear and big picture of
their entire tour before they embarked on the tours practically.
Study participants felt that it should include information from
each and every sector associated with their tours including
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rules and regulations. Due to uncertainty everywhere, tour-
ists are nervous and panicky (Kock et al. 2020; Li et al. 2020;
Matias et al. 2020; Wachyuni and Kusumaningrum 2020) with
feelings of stress, tension and unrest. It is for these reasons
that our respondents felt that they essentially needed to collect
detailed information about the entire torus and its associated
areas without any possible loopholes so that they could satisfy
their inquisitive (and anxious) mind.

Under the aforementioned rationales, people also eagerly
look for reliability, accountability, and authenticity of the col-
lected information (Matias et al. 2020). As such, the social
reputation and trustworthiness of the information provided
is extremely important, particularly in the crisis moment,
suggested by the sociologists (Shareef et al. 2021b). For the
first couple of months of the pandemic, social, national and
individual life was very much unsettled, unpredictable, fuzzy
and indistinguishable. Information about current situations,
country status, the future trends of the corona is so unclear
that people enthusiastically search for the reliability of the
source (something they had time to do when in lockdown or
under local restrictions). Consequently, the importance of the
source of the information is gradually climbing up (Shareef
et al. 2021b). This driver can be restructured and defined for
tourism and hospitality service as the person, company and
country that is designated to serve and perform any activities
of the entire tour package (Abdelsalam and Elbelehy 2020;
Mittal and Sinha 2021). This is required so that image and
reputation of the service provider of the supply chain can be
undisputedly verified and evaluated. Respondents of this study
also echoed such requirements from this driver of the supply
chain.

There are lots of concerning issues now surfacing in tour-
ists minds about the tour package which include, the infection
rate of the place of the tour, accessibility of medical support
at the location, availability of health facilities, provision of
health insurance, hygiene protocol of the accommodator, cul-
tural motive and behavior of the people at the tour location
and surroundings along with reliability of and confidence
in the country of destination. Potential tourists overall are
looking for trustworthiness, reliability, reputation and trans-
parency along with assessing the image of the people, soci-
ety, and country related with the tour. Tourists, according
to the findings of this survey, believe that a resilient supply
chain of tourism and hospitality service is connected with
the image of the stakeholders of the tours: this is the supply
chain driver sourcing. Thus, leading on to the fifth proposi-
tion of this study:

Proposition 5 Information and sourcing is crucial for
convenient and cost-effective transportation and will lead
to the creation of more resilience in tourism supply chain
management.
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6 Theoretical and managerial implications

Developing and establishing a resilient supply chain for tour-
ism and hospitality services as they endure or emerge from
this pandemic, is something this study can provide deep
insight into for both theorists and practitioners. People asso-
ciated with this tourism and hospitality sector are striving to
find some definite ways to resist the ongoing threats imposed
by this widespread infectious disease, such as withstanding
the resulting global economic downturn, design effective
exit plans to recover their losses (if businesses have been
fortunate not to have to close) and at the bare minimum sur-
vive the current economic climate incurred, and formulate
strategic action to boost their future growth.

Academics are deeply aware and keenly interested in
exploring this turbulent situation the business sector finds itself
in, particularly for the tourism and hospitality services. They
are keen to identify the plausible problems of disruptions in
the supply chain of this service sector, and recommend some
specific guidelines in light of the theoretical (and observed)
aspects of tourists’ behavior and supply chain management
(Abdelsalam and Elbelehy 2020; Christopher and Peck 2004;
Mittal and Sinha 2021). Under these circumstances, devel-
oping a resilient supply chain for this vulnerable and cross-
functional business is extremely important to turn around the
sector's current woes through adaptation and learning that
embrace positive change. Since the finding of this study is
completely dependent on the perception, experience and rec-
ommendations of actual prospective tourists, it has potential
merit for academics, sector managers and governments alike.

Counterbalancing all disruptions during disaster and
uncertainty and developing a resilient supply chain is a
potential issue for those analyzing and informing this sector.
The ongoing uncertainty of this current pandemic (includ-
ing the emergence of new variants) is a serious challenge
for researchers of resilient supply chains trying to formulate
and assess theoretical solutions to disruptions for any vul-
nerable sector (Dubey et al. 2014; Ivanov et al. 2017). To
this end, evaluating and reflecting on consumers’ behavior
can be effective when seeking remedial supply chain data
(within the tourism and hospitality sector) that ultimately
provides deep insight for the researcher. In that sense, this
study has opened many doors for potential researchers in
this area wishing to understand major stakeholders on the
service receiver side. Using this study’s findings, researchers
could apply prospective tourists’ perceptions and recommen-
dations in the theoretical development of a resilient supply
chain for the tourism and hospitality service sector.

Evidently, this study could help both researchers and prac-
titioners obtain interesting characteristics and information
about possible exit strategies that the tourism and hospital-
ity service supply chain could use. For example, from the

expectations of actual tourists, based on their perceptions
of the industry, this study has clearly revealed that a resil-
ient supply chain should meet the essential characteristics of
both an efficient and responsive supply chain. For all the six
drivers of the supply chain, respondents almost unanimously
expressed their mandatory desire that they would choose to
return to normal tourist behavior and initiate leisure tours if,
in all sectors, all components of service (and in all phases)
are designed in a cost-effective manner. That means cross-
functional cost-cutting is a fundamental requirement. Prag-
matically, this demand necessitates service providers of the
tourism and hospitality sector to design an efficient supply
chain. Study participants also expressed their immense desire
(actually compulsory) that tour packages should be furnished
with some additional features and unique quality assurance,
for instance, the availability of free and seamless wi-fi,
accessibility and availability of adequate and personalized
medical support, innovative entertainment, space that is free
from mass gatherings, transparency in information, proper
maintenance of hygiene, etc. Consequently, the design of a
responsive supply chain is a predetermined mandate of ser-
vice providers when assessing their responses in this inves-
tigation. Therefore, the design of a resilient supply chain for
the service sector essentially needs a well-balanced trade-off
between an efficient and responsive supply chain. This really
is a new and interesting proposal for researchers and practi-
tioners to think about and deliberate over.

From the practitioner’s perspective, this study provides
insight into this sector to assist their understanding and deci-
sion making. For tourism and hospitality service providers to
be able to turn around with new hope from the relentless uncer-
tainty they have had to endure, they have to consider reforming
their service patterns. During and after the pandemic, tourists’
behavior and attitude, and expectations have changed drasti-
cally; hence the need to adjust to such changing phenomena for
the future to be bright, with the critical need in establishing a
resilient supply chain. Transparency, accountability, reliability,
and reputation of the tour venues are of utmost importance in
the new equilibrium of the post-pandemic era. Information
regarding hygiene, medical support and health insurance is a
prime consideration. Now tourists prefer more common, well
known and neighborhood local places to take leisure trips
instead of challenging and adventurous sites. However, mov-
ing forward for any kind of tour package, cost-effectiveness is
a mandatory requirement for the tourists.

7 Conclusions
Understanding the true situation and performance of the

tourism and hospitality business during this current pan-
demic, it is critical to take into account the perceptions,
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thoughts, and responses of prospective tourists due to
extreme stress and negative impacts resulting from multi-
ple areas. For instance, the financial, social, cultural, family
bonding, health, sickness (and sadly death), job, and finally
recreation, all depend on analyzing and synthesizing several
areas of the tourism and hospitality service through these
multiple lenses. The heuristics, impacts and probable future
in the light of the capability of firms working in this sec-
tor needs to thus consider an array of issues a tourist faces
under extreme personal stress and uncertainty that arises
from these multiple areas. Keeping this in mind, the drivers
of the supply chain should be focused to resolve the cata-
strophic situation by developing a resilient supply chain and
for sustainability of tourism and hospitality business.

This study was designed to achieve two interconnected
objectives. Initially, the research focused on exploring the
recommendations as parameters (elicited from the study
data) by which the tourism and hospitality service sector can
use in the future to withstand the widespread attack of not
only the current pandemic but future pandemics (including
concerning mutations of the current pandemic as we have
seen with the likes of Delta and now Omicron variants) and
for the industry to utilize this intelligence strategically to
turn around the sector and as a tourist ecosystem and into
recovery mode. Finally, this study classified, categorized
and related identified parameters with supply chain drivers
to gain a holistic picture of a strategic plan to establish a
resilient supply chain for this tourism and hospitality service
sector through data collection using a detailed survey from
the actual and prospective tourists in Bangladesh. Results
indicated that reforming the six drivers of the supply chain
and at the same time developing core competencies was
deemed to be the central essence of a resilient supply chain
of tourism and hospitality business which is at present trying
to counter balance all the negative threats and their succes-
sive consequences of the pandemic.

It was found that whilst selecting any venue for vacation
and tour, tourists’ mentality is shifting due to the physical,
financial and mental risks of the pandemic. Tourists are no
longer that adventurous about the tour site, accommoda-
tion and surrounding arrangements. While planning for a
trip, tourists now consider a range of factors, not just the
non-monetary value of a trip in terms of enjoyment and
hedonic appeal; they now give more priority to the mon-
etary expenditure required to conduct that trip (due to the
personal financial stresses they are currently under). This
identification explicitly indicates that pricing as a driver of
the supply chain should be restructured with new features
to establish a resilient supply chain that must be efficient. In
the light of the findings on inventory management for a ser-
vice sector, at present, tourists have become aware of and as
such demand certain services and products which were not
so important in the past. Knowing this, the inventory of the
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service providers in every phase of an entire tour, requires an
urgent need for several supplementary commodities related
to health risk, social isolation, and uncertainty to withstand
and move against the strike of current or future bio-threats
such as pandemics/epidemics. Among many new features,
future tour packages should be furnished with seamless
wi-fi, innovative technology and hygiene-related materials.
Supply chain resilience is substantially dependent on the
availability of this inventory management.

Designing a resilient supply chain is also deeply con-
nected with reforming another significant driver of the
supply chain, that of transportation. Findings clearly sug-
gested that reforming this driver should focus on designing
an efficient supply chain with a cost-effective multi-faceted
transportation system. Experts on innovation and informa-
tion and communication technology (ICT) acknowledge that
usage of technology exponentially expedites access and col-
lect information so that people can acquire a clear and com-
prehensive picture of the crisis. Information can be thought
of as a constructive driver of the supply chain which has
felt exponential power during this crisis moment. Lastly,
the image of sourcing as a supply chain driver is now keenly
verified by tourists for reliability and trustworthiness before
planning any future leisure tour. Therefore, sourcing as a
driver of the supply chain has received special attention and
unexpected momentum nowadays by prospective tourists to
consider the entire tour including the mode of transportation,
final destination, supplementary amenities, accommodation,
food and everything else related to the tour in question.

8 Limitations and future research direction

While capturing prospective tourists’ behavior and attitude,
this study conducted an empirical study among prospective
tourists in Bangladesh. As this study was not hypothesis
driven there is scope for future research, especially data-
driven empirical research. Cultural differences can be
reflected in tourists’ perceptions and attitudes, which were
not considered in this study; thus, future researchers could
potentially design and advance this area of study for differ-
ent country contexts, particularly in developed countries.
This study did not categorize the respondents in terms of
their age, gender and income but these demographic vari-
ables might have a profound impact on the moderators and
is something future researchers should consider in terms of
their effect in this regard.

Sadly, the effect of this current pandemic is not yet over.
There are multiple waves to this pandemic (and genetic
mutations) which is creating ongoing uncertainty with
scientists still attempting to analyze and predict a poten-
tial end point (or what the future holds on how to live
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with this virus). Therefore, capturing tourists’ attitudes
and perceptions is a prediction in terms of what actual
behavior will be and if this study has managed to reflect
the tourist behavior in an actual context. Future research,
both qualitative and empirical, should be conducted after
this pandemic is over to better understand from experience
consumer behavior and choices in this sector so that les-
sons can be learnt.

Declarations

Conflict of interest statement The authors have no relevant financial
or non-financial interests to disclose.

References

Abdelsalam A, Elbelehy C (2020) The early impact of covid-19 on
tourism industry: assessment of Egyptian tourism supply chain.
10" International Conference on Operations and Supply Chain
Management 2020. 1-12

Assaf A, Scuderi R (2020) COVID-19 and the recovery of the tourism
industry. Tourism Economics: the Business and Finance of Tour-
ism and Recreation 26(5):731-733

Baum T, Hai NT (2020) Hospitality, tourism, human rights
and the impact of COVID-19. Int J Contemp Hosp Manag
32(7):2397-2407

Birendra KC, Morais DB, Peterson MN, Seekamp E, Smith JW (2019)
Social network analysis of wildlife tourism microentrepreneurial
network. Tour Hosp Res 19(2):158-169

Birendra KC, Dhungana A, Dangi TB (2021) Tourism and the sustain-
able development goals: Stakeholders’ perspectives from Nepal.
Tour Manag Perspect 38(August 2020): 100822. https://doi.org/
10.1016/j.tmp.2021.100822

Brouder P, Teoh S, Salazar NB, Mostafanezhad M, Pung JM, Lapointe
D, Higgins Desbiolles F, Haywood M, Hall CM, Clausen HB
(2020) Reflections and discussions: tourism matters in the new
normal post COVID-19. Tour Geogr 22(3):735-746

Calveras A, Orfila-Sintes F (2019) Intermediation in hospitality and
transaction cost theory: Evidence from the Balearic Islands. 2001-
2010. J Dest Mark Manag 11:281-291

Carroll N, Conboy K (2020) Normalising the “new normal”: Chang-
ing tech-driven work practices under pandemic time pressure.
International J Inf Manag 55:102186. https://doi.org/10.1016/j.
ijinfomgt.2020.102186

Chakraborty A, Kar AK (2021) How did COVID-19 impact working
professionals — a typology of impacts focused on education sec-
tor? Int J Inf Learn Technol 38(3):273-282. https://doi.org/10.
1108/1JILT-06-2020-0125

Chamakiotis P, Panteli N, Davison RM (2021) Reimagining e-leadership for
reconfigured virtual teams due to Covid-19. Int J Inf Manag 60:102381

Chatterjee S, Chakraborty S, Fulk HK, Sarker S (2021) Building a
compassionate workplace using information technology: Con-
siderations for information systems research. Int J Inf Manag
56:102261. https://doi.org/10.1016/j.ijinfomgt.2020.10226

Chin A, Simon GL, Anthamatten P, Kelsey KC, Crawford BR, Weaver
AJ (2020) Pandemics and the future of human-landscape interac-
tions. Anthropogenic 31:100256. https://doi.org/10.1016/j.ancene.
2020.100256

Chowdhury MT, Sarkar A, Paul SK, Moktadir MA (2020) A case study
on strategies to deal with the impacts of COVID-19 pandemic in
the food and beverage industry. Oper Manag Res 1-13. https://doi.
org/10.1007/s12063-020-00166-9

Christopher M, Peck H (2004) Building the resilient supply chain. Int
J Logist Manag 15(2):1-13

Cosi¢ K, Popovi¢ S, garlija M, Kesedzi¢ I (2020) Impact of human
disasters and COVID-19 pandemic on mental health: potential of
digital psychiatry. Psychiatr Danub 32(1):25-31

Das D, Datta A, Kumar P, Kazancoglu Y, Ram M (2021) Building sup-
ply chain resilience in the era of COVID-19: An AHP-DEMA-
TEL approach. Oper Manag Res 1-19. https://doi.org/10.1007/
$12063-021-00200-4

de Sa MM, de Souza Miguel PL, de Brito RP, Pereira SC (2020) Supply
chain resilience: the whole is not the sum of the parts. Int J Oper
Prod Manag 40(1):92

Dubey R, Ali S, Aital P, Venkatesh VG (2014) Mechanics of humani-
tarian supply chain agility and resilience and its empirical valida-
tion. Int J Serv Oper Manag 17(4):367-384

Dubey R, Gunasekaran A, Papadopoulos T, Childe S, Shibin K, Wamba
S (2017) Sustainable supply chain management: framework and
further research directions. J Clean Prod 142(Part 2):1119-1130

Dubey R, Bryde DJ, Blome C, Roubaud D, Giannakis M (2021a)
Facilitating artificial intelligence powered supply chain analytics
through alliance management during the pandemic crises in the
B2B context. Ind Mark Manag 96:135-146

Dubey R, Bryde DJ, Foropon C, Tiwari M, Gunasekaran A (2021b)
How frugal innovation shape global sustainable supply chains
during the pandemic crisis: lessons from the COVID-19. Supply
Chain Management Ahead-of-Print: Ahead-of-Print. https://doi.
org/10.1108/SCM-02-2021-0071

Dubey R, Gunasekaran A, Childe SJ, Fosso Wamba S, Roubaud D,
Foropon C (2021c) Empirical investigation of data analytics
capability and organizational flexibility as complements to sup-
ply chain resilience. Int J Prod Res 59(1):110-128. https://doi.org/
10.1080/00207543.2019.1582820

Durkee A (2020) Tourism Industry Faces $1 Trillion Loss, 100 Million Jobs
At Risk From Covid-19. UN Reports. Forbes. https://www.forbes.
comy/sites/alisondurkee/2020/08/25/un-report-tourism-industry-covid-
19-faces-1-trillion-loss-100-million-jobs-at-risk/?sh=2109adebcdd3.
Accessed 3 Nov 2021

Duro JA, Perez-Laborda A, Turrion-Prats J, Fernandez-Ferniandez M
(2021) COVID-19 and tourism vulnerability. Tour Manag Per-
spect 38:100819. https://doi.org/10.1016/j.tmp.2021.100819

Dwivedi YK, Shareef MA, Mukerji B, Rana NP, Kapoor KK (2018)
Involvement In Emergency Supply Chain For Disaster Man-
agement: A Cognitive Dissonance Perspective. Int J Prod Res
56(21):6758-6773

Dwivedi YK, Hughes DL, Coombs C, Constantiou I, Duan Y, Edwards
JS, Upadhyay N (2020) Impact of COVID-19 pandemic on infor-
mation management research and practice: Transforming educa-
tion, work and life. Int J Inf Manag 55:102211. https://doi.org/10.
1016/j.ijinfomgt.2020.102211

FICCI report (2020) Travel and Tourism - Survive, revive and thrive
in times of COVID-19. FICCI. http://ficci.in/spdocument/23252/
Travel-june-FGT-n.pdf. Accessed 15 July 2020

Goh HC (2021) Strategies for post-Covid-19 prospects of Sabah’s tour-
ist market—Reactions to shocks caused by pandemic or reflection
for sustainable tourism? Res Glob 3:100056. https://doi.org/10.
1016/j.resglo.2021.100056

Gonzalez-Torres T, Rodriguéz-Sanchez JL, Pelechano-Barahona E
(2021) Managing relationships in the Tourism Supply Chain to
overcome epidemic outbreaks: The case of COVID-19 and the
hospitality industry in Spain. Int J Hosp Manag 92 (June 2020).
https://doi.org/10.1016/.ijhm.2020.102733

@ Springer


https://doi.org/10.1016/j.tmp.2021.100822
https://doi.org/10.1016/j.tmp.2021.100822
https://doi.org/10.1016/j.ijinfomgt.2020.102186
https://doi.org/10.1016/j.ijinfomgt.2020.102186
https://doi.org/10.1108/IJILT-06-2020-0125
https://doi.org/10.1108/IJILT-06-2020-0125
https://doi.org/10.1016/j.ijinfomgt.2020.10226
https://doi.org/10.1016/j.ancene.2020.100256
https://doi.org/10.1016/j.ancene.2020.100256
https://doi.org/10.1007/s12063-020-00166-9
https://doi.org/10.1007/s12063-020-00166-9
https://doi.org/10.1007/s12063-021-00200-4
https://doi.org/10.1007/s12063-021-00200-4
https://doi.org/10.1108/SCM-02-2021-0071
https://doi.org/10.1108/SCM-02-2021-0071
https://doi.org/10.1080/00207543.2019.1582820
https://doi.org/10.1080/00207543.2019.1582820
https://www.forbes.com/sites/alisondurkee/2020/08/25/un-report-tourism-industry-covid-19-faces-1-trillion-loss-100-million-jobs-at-risk/?sh=2109adebcdd3
https://www.forbes.com/sites/alisondurkee/2020/08/25/un-report-tourism-industry-covid-19-faces-1-trillion-loss-100-million-jobs-at-risk/?sh=2109adebcdd3
https://www.forbes.com/sites/alisondurkee/2020/08/25/un-report-tourism-industry-covid-19-faces-1-trillion-loss-100-million-jobs-at-risk/?sh=2109adebcdd3
https://doi.org/10.1016/j.tmp.2021.100819
https://doi.org/10.1016/j.ijinfomgt.2020.102211
https://doi.org/10.1016/j.ijinfomgt.2020.102211
http://ficci.in/spdocument/23252/Travel-june-FGT-n.pdf
http://ficci.in/spdocument/23252/Travel-june-FGT-n.pdf
https://doi.org/10.1016/j.resglo.2021.100056
https://doi.org/10.1016/j.resglo.2021.100056
https://doi.org/10.1016/j.ijhm.2020.102733

406

Z.Tasnim et al.

Gossling S, Scott D, Hall CM (2021) Pandemics, tourism and global
change: a rapid assessment of COVID-19. J Sustain Tour
29(1):1-20

Gretzel U, Fuchs M, Baggio R, Hoepken W, Law R, Neidhardt
J, Pesonen J, Zanker M, Xiang Z (2020) e-Tourism beyond
COVID-19: a call for transformative research. Inf Technol Tour
0123456789. https://doi.org/10.1007/s40558-020-00181-3

Giinay F, Bayraktaroglu E, Ozkul K (2020) Assessing the short-term
impacts of COVID-19 pandemic on foreign visitor’s demand for
Turkey: A scenario analysis. J] Ekonomi 2(2):80-85

Hall CM, Scott D, Gossling S (2020) Pandemics, transformations and
tourism: be careful what you wish for. Tour Geogr 22(3):577-598

Haywood KM (2021) A post COVID-19 future - tourism re-imagined
and re-enabled. Tour Geogr 22(3):599-6009. https://doi.org/10.
1080/14616688.2020.1762120

Higgins-desbiolles F (2020) Socialising tourism for social and ecologi-
cal justice after COVID-19. Tour Geogr 22(3):610-623. https://
doi.org/10.1080/14616688.2020.1757748

Husnayain A, Fuad A, Su ECY (2020) Applications of google search
trends for risk communication in infectious disease management:
A case study of COVID-19 outbreak in Taiwan. Int J Infect Dis.
https://doi.org/10.1016/].ijid.2020.03.021

Islam AN, Mintyméki M, Laato S, Turel O (2022) Adverse consequences
of emotional support seeking through social network sites in cop-
ing with stress from a global pandemic. Int J Inf Manag 62:102431

Ivanov D, Dolgui A, Sokolov B, Ivanova M (2017) Literature review
on disruption recovery in the supply chain. Int J Prod Res
55(20):6158-6174

Jata (2021) The-impact-of-COVID-19. https://airlines.iata.org/news/
the-impact-of-COVID-19-on-aviation. Accessed 28 Jan 2021

Kar AK, Kumar S, Ilavarasan PV (2021) Modeling the Service Experi-
ence Encounters Using User-Generated Content: A Text Mining
Approach. Glob J Flex Syst Manag 22:267-288. https://doi.org/
10.1007/s40171-021-00279-5

Karim W, Haque A, Anis Z, Ulfy MA (2020) The Movement Control
Order (MCO) for COVID-19 Crisis and its Impact on Tourism
and Hospitality Sector in Malaysia. Int Tour Hospitality J 3:1-07

Kaushal V, Srivastava S (2020) Hospitality and Tourism Industry amid
COVID-19 Pandemic: Perspectives on Challenges and Learn-
ings from India. Int J] Hosp Manag 92:102707. https://doi.org/10.
1016/5.ijhm.2020.102707

Khan A, Bibi S, Lorenzo A, Lyu J, Babar ZU (2020) Tourism and
development in developing economies: A policy implication per-
spective. Sustainability 12(4):1618

Kilic R, Hatipoglu CA, Giines C (2020) Quarantine and its legal dimen-
sion. Turk J Med Sci 50(SI-1):544-548

Kline RB (2010) Principles and practice of structural equation mod-
eling. Guilford Press, New York

Kock F, Ngrfelt A, Josiassen A, Assaf AG, Tsionas MG (2020) Under-
standing the COVID-19 tourist psyche: The evolutionary tourism
paradigm. Ann Tour Res 85:103053. https://doi.org/10.1016/j.
annals.2020.103053

Kumar V (2020) Indian Tourism Industry and COVID-19: Present
Scenario. J Tour Hosp Educ 10:179-185

Lengnick-Hall CA, Beck TE, Lengnick-Hall ML (2011) Developing
a capacity for organizational resilience through strategic human
resource management. Human Res Manag Rev 21(3):243-255

Lew A, Cheer JM, Haywood M, Brouder P, Salazar NB (2020) Visions
of travel and tourism after the global COVID-19 transformation
of 2020. Tour Geogr 22(3):455-466

Li Z, Zhang S, Liu X, Kozak M, Wen J (2020) Seeing the invisible
hand: Underlying effects of COVID-19 on tourists’ behavioral
patterns. J Dest Mark Manag 18:100502. https://doi.org/10.1016/j.
jdmm.2020.100502

@ Springer

Manhas PSD, Nair BB (2020) Strategic role of religious tourism in
recuperating the Indian tourism sector post-covid-19. Int J Relig
Tour Pilgr 8(7):52-66

Matias T, Dominski FH, Marks DF (2020) Human needs in COVID-19
isolation. J Health Psychol 25(7):871-882

Mccartney G (2020) Current Issues in Tourism The impact of the coro-
navirus outbreak on Macao. From tourism lockdown to tourism
recovery lockdown to tourism recovery. Curr Issues Tour 0(0):1-
10. https://doi.org/10.1080/13683500.2020.1762549

Mittal R, Sinha P (2021) Framework for a resilient religious tourism supply
chain for mitigating post-pandemic risk. Int Hosp Rev Ahead-of-Print
No: Ahead-of-Print. https://doi.org/10.1108/IHR-09-2020-0053

Movono A, Hughes E (2020) Tourism partnerships: localizing the SDG
agenda in Fiji. J Sustain Tour 1-15. https://doi.org/10.1080/09669582.
2020.1811291

Neuburger L, Egger R (2021) Travel risk perception and travel behav-
iour during the COVID-19 pandemic 2020: A case study of the
DACH region. Curr Issues Tour 24(7):1003-1016

Ngoc Su D, Luc Tra D, Thi Huynh HM, Nguyen HH, O’Mahony B
(2021) Enhancing resilience in the Covid-19 crisis: Lessons from
human resource management practices in Vietnam. Curr Issues
Tour 1-17. https://doi.org/10.1080/13683500.2020.1863930

Nilakant V, Walker B, Van Heugen K, Baird R, De Vries H (2014)
Research note: Conceptualizing adaptive resilience using
grounded theory. New Zealand J Empl Relat 39:79-86

Obembe D, Kolade O, Obembe F, Owoseni A, Mafimisebi O (2021)
Covid-19 and the tourism industry: an early stage sentiment analy-
sis of the impact of social media and stakeholder communication.
Int J Inf Manag Data Insights 1(2):100040

Papadopoulos T, Baltas KN, Balta ME (2020) The use of digital tech-
nologies by small and medium enterprises during COVID-19:
Implications for theory and practice. Int J Inf Manag 55:102192.
https://doi.org/10.1016/j.ijinfomgt.2020.102192

Polyviou M, Croxton KL, Knemeyer AM (2020) Resilience of medium-
sized firms to supply chain disruptions: the role of internal social
capital. Int J Oper Prod Manag 40(1):68

Prayag G (2020) Time for reset? COVID-19 and tourism resilience.
Tour Rev Int 24(2-3):179-184

Rasoolimanesh SM, Ramakrishna S, Hall CM, Esfandiar K, Seyfi S
(2020) A systematic scoping review of sustainable tourism indi-
cators in relation to the sustainable development goals. J Sustain
Tour 1-21. https://doi.org/10.1080/09669582.2020.1775621

Reddy MV, Boyd SW, Nica M (2020) Towards a post-conflict tourism
recovery framework. Ann Tour Res. Elsevier 84(May):102940

Rivera MA (2020) Hitting the reset button for hospitality research
in times of crisis: Covid19 and beyond. Int J Hosp Manag
87:102528. https://doi.org/10.1016/j.ijhm.2020.102528

Robinson RN, Martins A, Solnet D, Baum T (2019) Sustaining precar-
ity: Critically examining tourism and employment. J Sustain Tour
27(7):1008-1025. https://doi.org/10.1080/09669582.2018.1538230

Rpa A (2020) The Movement Control Order (MCO) for COVID-19
Crisis and its Impact on Tourism and Hospitality Sector in Malay-
sia. Int Tour Hosp J. https://doi.org/10.37227/ithj-2020-02-09

Rubbio I, Bruccoleri M, Pietrosi A, Ragonese B (2020) Digital health
technology enhances resilient behaviour: evidence from the ward.
Int J Oper Prod Manag 40(1):34

Santana M, Valle R, Galan JL (2017) Turnaround strategies for compa-
nies in crisis: Watch out the causes of decline before firing people.
BRQ Bus Res Q 20(3):206-211

Scheyvens R, Hughes E (2019) Can tourism help to end poverty in all
its forms everywhere? The challenge of tourism addressing SDG1.
J Sustain Tour 27(7):1061-1079

Scholten K, Stevenson M, Van D, Dirk P (2020) Dealing with the unpre-
dictable: supply chain resilience. Int J Oper Prod Manag 40(1):1-10


https://doi.org/10.1007/s40558-020-00181-3
https://doi.org/10.1080/14616688.2020.1762120
https://doi.org/10.1080/14616688.2020.1762120
https://doi.org/10.1080/14616688.2020.1757748
https://doi.org/10.1080/14616688.2020.1757748
https://doi.org/10.1016/j.ijid.2020.03.021
https://airlines.iata.org/news/the-impact-of-COVID-19-on-aviation
https://airlines.iata.org/news/the-impact-of-COVID-19-on-aviation
https://doi.org/10.1007/s40171-021-00279-5
https://doi.org/10.1007/s40171-021-00279-5
https://doi.org/10.1016/j.ijhm.2020.102707
https://doi.org/10.1016/j.ijhm.2020.102707
https://doi.org/10.1016/j.annals.2020.103053
https://doi.org/10.1016/j.annals.2020.103053
https://doi.org/10.1016/j.jdmm.2020.100502
https://doi.org/10.1016/j.jdmm.2020.100502
https://doi.org/10.1080/13683500.2020.1762549
https://doi.org/10.1108/IHR-09-2020-0053
https://doi.org/10.1080/09669582.2020.1811291
https://doi.org/10.1080/09669582.2020.1811291
https://doi.org/10.1080/13683500.2020.1863930
https://doi.org/10.1016/j.ijinfomgt.2020.102192
https://doi.org/10.1080/09669582.2020.1775621
https://doi.org/10.1016/j.ijhm.2020.102528
https://doi.org/10.1080/09669582.2018.1538230
https://doi.org/10.37227/ithj-2020-02-09

Tourism sustainability during COVID-19: developing value chain resilience

407

Scholten K, Schilder S (2015) The role of collaboration in supply chain
resilience. Supply Chain Manag Int J 20(4):471

Sgroi F (2020) Forest resources and sustainable tourism, a combination
for the resilience of the landscape and development of mountain
areas. Sci Total Environ 736:139539

Shareef MA, Dwivedi YK, Ahmed JU, Kumar U, Mahmud R (2021a)
Stakeholders conflict and private— public partnership chain
(PPPC): supply chain of perishable product. Int J Logist Manag.
https://doi.org/10.1108/1JLM-12-2020-0486

Shareef MA, Dwivedi YK, Wright A, Kumar V (2021b) Lockdown
and Sustainability: An Effective Model of Information and Com-
munication Technology. Technol Forecast Soc Chang. https://doi.
org/10.1016/j.techfore.2020.120531

Shareef MA, Dwivedi YK, Kumar V, Hughes DL, Raman R (2020a)
Sustainable Supply Chain for Disaster Management: Structural
Dynamics and Disruptive Risks. Ann Oper Res. https://doi.org/
10.1007/s10479-020-03708-3

Shareef MA, Dwivedi YK, Kumar V, Mahmud R, Hughes DL, Kizgin
H (2020b) The Inherent Tensions within Sustainable Supply
Chains: A Case Study from Bangladesh. Prod Plan Control
31(11-12):932-949

Shareef MA, Dwivedi YK, Mahmud R, Wright A, Rahman MM,
Kizgin H, Rana NP (2019) Disaster Management in Bangladesh:
Developing an Effective Emergency Supply Chain Network. Ann
Oper Res 283:1463-1487

Sharma GD, Thomas A, Paul J (2021) Reviving tourism industry post-
COVID-19: A resilience-based framework. Tour Manag Perspect
37(December 2020):100786. https://doi.org/10.1016/j.tmp.2020.
100786

Shirish A, Chandra S, Srivastava SC (2021) Switching to online learn-
ing during COVID-19: Theorizing the role of IT mindfulness and
techno eustress for facilitating productivity and creativity in stu-
dent learning. Int J Inf Manag 61:102394

Sifolo PPS, Molefe LP, Henama US, Tauoatsoala P, Manavhela P
(2019) Investigating the supply chain drivers and barriers in
the tourism industry in Pretoria’. J Trans Supply Chain Manag
13(1):1-8

Singh AL, Jamal S, Ahmad WS (2021) Impact assessment of Lock-
down amid covid-19 pandemic on tourism industry of Kashmir
Valley India. Res Glob 100053

Sigala M (2020) Tourism and COVID-19: Impacts and implications for
advancing and resetting industry and research. ] Bus Res 117:312—
321. https://doi.org/10.1016/j.jbusres.2020.06.015

Statement GA, Competitiveness E (2020) Tourism 2020: Policies to
Promote Competitive 51-82

Stevens J (1996) Applied multivariate statistics for the social sciences.
Lawrence Erlbaum, Mahwah, NJ

Tapper R, Font X (2004) Tourism supply chains. Report of a Desk
Research Project for the Travel Foundation. Tourism sup-
ply chains. Report of a Desk Research Project for the Travel
Foundation

Thornton (2020) Update on certain important policies on taxes, insur-
ance and labor https://www.grantthornton.com.vn/insights/articles/
tax/tax-newsletter-2020/tax-newsletter-202004/

Trupp A, Dolezal C (2020) Tourism and the sustainable develop-
ment goals in Southeast Asia. Austrian J South-East Asian Stud
13(1):1-16

Tsionas MG (2020) COVID-19 and gradual adjustment in the tourism,
hospitality, and related industries 1-5. https://doi.org/10.1177/
1354816620933039

Trkman M, Popovi¢ A, Trkman P (2021) The impact of perceived crisis
severity on intention to use voluntary proximity tracing applica-
tions. Int J Inf Manag 61:102395

Venkatesh V (2020) Impacts of COVID-19: A research agenda to sup-
port people in their fight. Int J Inf Manag 55:102197

Villac T, Fuentes-moraleda L. (2021) Understanding the new post-
COVID-19 risk scenario: Outlooks and challenges for a new era
of tourism April. https://doi.org/10.1016/j.tourman.2021.104324

UNWTO (2020) Impact assessment of the COVID-19 outbreak on
international tourism. https://www.unwto.org/impact-assessment-
of-the-covid-19-outbreak-on-international-tourism. Accessed on
3 Nov 2021

Wachyuni SS, Kusumaningrum DA (2020) The Effect of COVID-19
Pandemic: How are the Future Tourist Behavior? J Educ Soc
Behav Sci 33(4):67-76

Wang J, Hutchins HM, Garavan TN (2009) Exploring the strategic role
of human resource development in organizational crisis manage-
ment. Human Res Dev Rev 8(1):22-53

Webster C, White A (2010) Exploring the national and organizational
culture mix in service firms. J Acad Mark Sci 38(6):691-703

Zenker S, Kock F (2020) The coronavirus pandemic—A critical discus-
sion of a tourism research agenda. Tour Manag 81:104164

Publisher's Note Springer Nature remains neutral with regard to
jurisdictional claims in published maps and institutional affiliations.

@ Springer


https://doi.org/10.1108/IJLM-12-2020-0486
https://doi.org/10.1016/j.techfore.2020.120531
https://doi.org/10.1016/j.techfore.2020.120531
https://doi.org/10.1007/s10479-020-03708-3
https://doi.org/10.1007/s10479-020-03708-3
https://doi.org/10.1016/j.tmp.2020.100786
https://doi.org/10.1016/j.tmp.2020.100786
https://doi.org/10.1016/j.jbusres.2020.06.015
https://www.grantthornton.com.vn/insights/articles/tax/tax-newsletter-2020/tax-newsletter-202004/
https://www.grantthornton.com.vn/insights/articles/tax/tax-newsletter-2020/tax-newsletter-202004/
https://doi.org/10.1177/1354816620933039
https://doi.org/10.1177/1354816620933039
https://doi.org/10.1016/j.tourman.2021.104324
https://www.unwto.org/impact-assessment-of-the-covid-19-outbreak-on-international-tourism
https://www.unwto.org/impact-assessment-of-the-covid-19-outbreak-on-international-tourism

	Tourism sustainability during COVID-19: developing value chain resilience
	Abstract
	1 Introduction
	2 Literature review
	3 Areas of tourism supply chain need to be focused for sustainability in post COVID-19 Era
	3.1 Facility
	3.2 Pricing
	3.3 Inventory
	3.4 Information
	3.5 Sourcing

	4 Research methodology
	4.1 Proposed factors to boost up tourism and hospitality service and develop resilient supply chain
	4.2 Empirical study and data collection
	4.3 Sample selection

	5 Findings and interpretation of the study data and supply chain drivers that make for a resilient supply chain within the sector
	5.1 Resilient supply chain and supply chain drivers
	5.1.1 Facility
	5.1.2 Pricing
	5.1.3 Inventory
	5.1.4 Transportation
	5.1.5 Information and sourcing


	6 Theoretical and managerial implications
	7 Conclusions
	8 Limitations and future research direction
	References


