
 
 
 
 

 
 

 
 

 

COURSE INFORMATION 

Course Instructor:    Lori Pennington-Gray, Ph.D. (Professor) 

Instructor email:   penngray@hhp.ufl.edu 

Semester of Delivery:   Fall 2020 

Office Hours:    online by appointment 

Credits:    3 credits 

Lectures and class discussion: online 

 

COURSE DESCRIPTION 

Hospitality is fastest growing industry in the world with greater number of people traveling both 

nationally and internationally than ever before. In 2004, international tourist arrivals reached a 

record high of 763 million, an increase of 73 million from the previous year.  However, in the 

past few years, the United States’ share of total world demand has experienced dramatic 

declines. In fact, the US’s share of the global travel market has dropped an alarming 35 percent. 

This has cost the industry and economy more than $250 billion (Dow, 2006).  

Industry experts relate this decline to a number of issues. In particular, high exchange rates, 
difficulties in entering the United States due to increased Visitor Visa requirements, increased 
global competition and several major crises on the American home front (i.e., Hurricane Katrina, 
the terrorist attacks of 9/11). These crises demand thorough planning and preparation to 
mitigate impacts on the US economy. 

 

STUDENT LEARNING OUTCOMES  

Students will be able to: 

 To prepare students in the development crisis messages. 
 To prepare students in the development of programs, policies and plans that enable 

businesses and destinations to prepare for crisis events that affect the well-being of 
the tourism industry. 

 To prepare students in the development of programs, policies and plans that will 
enable businesses and destinations to respond to eventual crisis in a way that 
protects visitors, industry personnel and the image of the businesses and 
destinations involved. 

 To prepare students in the development of programs, policies and plans that will 
enable the affected businesses and destinations to recover as soon as possible. 
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 To engage students in shared learning that will build cooperation and information 
sharing and provide an opportunity to create resources for assistance in the event of 
a crisis affecting one of their businesses or destinations. 

 
WORKING LIST OF TOPICS & READINGS 

Based on the three modules, global examples based on current events, documentaries, TED 
Talks, and both print and video case studies will be integrated into each cluster. The following are 
topics and readings with additional supplementary resources to be provided to you during 
instruction/course delivery.  

 

Module #1 – Fundamentals of Crisis Management and Crisis Communication.  

 

REQUIRED READINGS AND OTHER MATERIALS 

Articles assigned weekly 

 

  



COURSE REQUIREMENTS  

Students must successfully complete all major components as described in the course 

syllabus/schedule (e.g., readings, cases, assignments, project, etc.) in order to pass the course. 

For the purpose of student recognition and class communications, students are asked to submit 

a video introduction and to canvas. 

 

 
1. Group Assignments  

 
There are five (5) assignments associated with course content and the case study for the 
Module. You must incorporate components of the readings and the videos – with APA 
referencing style for each response. Using the case study, respond to the question for the week 
and then incorporate 2 (minimum) concepts from the readings/video/lecture into your response.  
 

2. Individual Assignments 
 
There are five (5) assignments associated with course content which will be required to 
complete individually. You must incorporate components of the readings and the videos – with 
APA referencing style for each response. Each question should respond to the question for the 
week and then incorporate 2 (minimum) concepts from the readings/video/lecture into your 
response.  
 
 

3. Final Assignment  

Your final assignment will be to research best practices: 

1. 10 pages- 12 point font- single spaced with headings/subheadings (can use bullets) 

2. Find five best practices for the travel and tourism industry in response to the 
COVID-19 pandemic crisis. Best practices should be part of the following 
areas: 

1. reduction 

2. readiness 

3. response 

4. recovery 

5. Your choice :) 

3.  These best practices should include the following information: 

 What is the best practice? why is it a best practice? 

 Who is the practice aimed at? tourists? industry? employees? 

 What is the goal of the best practice? 

 How do you know the best practice is a best practice? has it been 
evaluated? by whom? when?  



 

GRADING SCALE 
 
Students are reminded of the university regulations regarding the allocation of grades. A 

student’s overall performance in this subject shall be graded as follows: For more information 

please refer to the link to the undergraduate catalog web page https://catalog.ufl.edu/ugrad/  

current/regulations/info/grades.aspx. 

 

A = 94-100 C+ = 77-79 D+ = 67-69 

A- = 90-93 C = 74-76 D = 64-66 

B+ = 87-89 C- = 70-73 D- = 60-63 

B = 84-86  F = 0-59 

B = 80-83   

 
 
METHODS OF EVALUATION 
 

The grade in this course will be computed as follows: 

 

Course Component 

 

 

Points and Percentage 

 

Points 

(A) Group Assignments 

 

5 X 10  50 

(B) Individual Assignments 

Assignments  

(100 Points) 

(20 X 5) 

100 

   

(C) Final Assignment (50 points) 

Final Assignment 

Total 

(1 X 50 points)  50 

200 

  



OUTLINE OF COURSE CONTENT 

Week and 
Module 

Dates Topic Assignment Due 
All Assignments 
Due Day of Class 
by 5:00pm 

Assignment Due 
All Assignments 
Due Day of Class 
by 5:00pm 

Introduction 
Week 

August 31 Crisis Mgmt. and 
Hospitality 

  

Week I Sept 7 Fundamentals of 
emergency 
management 

Group Assignment 
#1 

Individual 
Assignment #1 

Week II. Sept 14 Reduction  Group Assignment 
#2 

Assignment #2 

Week III Sept 21 Readiness Group Assignment 
#3 

Assignment #3 

Week IV. Sept 28 Response Group Assignment 
#4 

Assignment #4 

Week V. 
  

October 5 Recovery Group Assignment 
#5 

Assignment #5 

Week VI. October 12 Overview of crisis 
communication 
theory 

 Final Project 
Assignment 

  
 

COURSE POLICIES AND RESOURCES 

There are several course policies and support resources students should be familiar with: 

 

EMAIL ETIQUETTE  

You are expected to communicate in a professional manner. Email communication should be 

courteous and respectful in manner and tone. Do not send emails that are casual or demanding.  

 

 Please include your last name and the course number (lei 4905) in the subject line of all 

emails. 

 Please use a proper greeting in your email, e.g. Dear Lori or Dear Dr. Pennington-Gray.  

 Please do not expect an immediate response via email (typical response time will be 

within two business days, but I usually respond sooner).  

 If your email question is sent at the last minute (e.g. shortly before an assignment is due) 

it may not be possible to send you a response before the due time.  

 

  



TECHNICAL DIFFICULTIES AND UF HELP DESK 

Online access is your responsibility.  If you experience trouble accessing the course or your 

GatorLink account, or any other relevant issues, please contact the UF Computing Help Desk.  

 Help Desk advisors are usually available 24 hours per day 7 days per week and can be 
reached via message, email or phone. You must have your UF ID number handy when 
calling so they can assist you.  

 Please email me immediately if you have any questions or trouble with the technology or 
content of the course. I will attempt to respond to your emails within 24 business hours 
of receipt. Please remember to include the course prefix and number in your emails and 
all correspondence must be presented in a professional manner.  

 
 

STUDENTS WITH DISABILITIES  

The Dean of Students Office provides individualized assistance for students with documented 

disabilities. Services are based upon student need and impact of their specific disability. There 

is no requirement for any student to self-identify as having a disability. However, students 

requesting classroom accommodations must register with the Dean of Students Office and 

provide the appropriate documentation verifying their disability. The Dean of Students Office 

determines what is and is not appropriate documentation. Examples of accommodations that 

are available to students include, but are not limited to, registration assistance, approval of 

reduced course load, course substitutions, classroom and examination accommodations, 

auxiliary learning aids, additional course drops when disability related, and assistance in other 

university activities. The designated coordinator for compliance with Section 504 of the 

Rehabilitation Act of 1973, as amended, and the Americans with Disabilities Act (ADA) is the 

Assistant Dean of Students responsible for Students with Disabilities Programs, P202 Peabody 

Hall, 392-1261 (Voice), or 392-3008 (TDD). https://www.dso.ufl.edu/drc/.    

 

  



THE UNIVERSITY OF FLORIDA “ACADEMIC INTEGRITY CODE”  

In adopting this Honor Code, the students of the University of Florida recognize that academic 

honesty and integrity are fundamental values of the University community. Students who enroll 

at the University commit to holding themselves and their peers to the high standard of honor 

required by the Honor Code. Any individual who becomes aware of a violation of the Honor 

Code is bound by honor to take corrective action. The quality of a University of Florida 

education is dependent upon the community acceptance and enforcement of the Honor Code.  

…We, the members of the University of Florida community, pledge to hold ourselves and our 

peers to the highest standards of honesty and integrity. On all work submitted for credit by 

students at the University of Florida, the following pledge is either required or implied:  

“On my honor, I have neither given nor received unauthorized aid in doing this 

assignment”  

Violations of the Academic Honesty Guidelines shall result in judicial action and a student being 

subject to the sanctions in paragraph XIV of the Student Conduct Code. The conduct set forth 

hereinafter constitutes a violation of the Academic Honesty Guidelines (University of Florida 

Rule 6C1-4.017). For further information regarding the honor code at the University of Florida, 

please visit the website of the Dean of Students: http://www.dso.ufl.edu/judicial/academic.php 

  

http://www.dso.ufl.edu/judicial/academic.php


EVALUATION OF INSTRUCTION 

“Students are expected to provide feedback on the quality of instruction in this course based on 

10 criteria. These evaluations are conducted online at https://evaluations.ufl.edu. Evaluations 

are typically open during the last two or three weeks of the semester, but students will be

 given specific times when they are open. Summary results of these assessments are 

available to students at https://evaluations.ufl.edu.” 

UF SPECIAL SERVICES 

Phone number and contact site for university counseling services and mental health services: 

392-1575, or by going to http://www.counseling.ufl.edu/cwc/Default.aspx. The University Police 

Department: 392-1111 or 9-1-1 for emergencies 

 

GETTING HELP  

If you are having difficulty with the course material, please email the Professor and/or visit the 

Health and Human Performance Subject Guide at the UF Library: 

http://www.uflib.ufl.edu/cm/hhp/hhp.html. Or contact the sport, tourism and recreation subject 

librarian: http://apps.uflib.ufl.edu/staffdir/SubjectSpecialist.aspx. 

    

DEAN OF STUDENTS OFFICE:  Do you need help resolving a conflict or would you like access 

to the student code of conduct? Visit the Dean of Students site: https://www.dso.ufl.edu/ 

 

COUNSELING AND WELLNESS CENTER: http://www.counseling.ufl.edu/cwc/ 

 

ONLINE COMPUTING HELP DESK AND E-LEARNING SUPPORT SERVICES: 

http://helpdesk.ufl.edu/ 

https://evaluations.ufl.edu/
http://www.counseling.ufl.edu/cwc/Default.aspx
http://apps.uflib.ufl.edu/staffdir/SubjectSpecialist.aspx
https://www.dso.ufl.edu/
http://www.counseling.ufl.edu/cwc/
http://helpdesk.ufl.edu/

