Tourism Management 69 (2018) 272-284

journal homepage: www.elsevier.com/locate/tourman

Contents lists available at ScienceDirect

Tourism Management

=
Tourism
Management

#Strongerthanwinston: Tourism and crisis communication through Facebook @ )

following tropical cyclones in Fiji

Cecilia Méller”, Jie Wang™", Hanh Thuy Nguyen”

2 Geomedia Research Group, Karlstad University, Karlstad, S-651 88, Sweden
b School of Business, The University of Queensland, Brisbane, Queensland 4072, Australia

Check for
updates

ARTICLE INFO ABSTRACT

Keywords:

Social media

Cyclone

Disaster

Fiji

Hotel

Organizational resilience
Resources

Because the tourism industry can be affected by various natural disasters, the media landscape with increasing
social media, brings to tourism new possibilities and challenges in its preparing for, and handling, such disasters.
The literature has paid little attention to social media's part in such phenomena. Therefore, this study explores
how social media are used by hotels following Tropical Cyclone Winston in Fiji using mixed methods, based on
interviews (n = 12) and hotels' real time Facebook posts (n = 1288). While we find that social media were
underused in preparing for the disaster and response that followed, it played a crucial role in raising funds and
donations during the recovery phase. We apply the social mediated disaster resilience (SMDR) model to allow

this study to fill the knowledge gap in organizational disaster resilience literature. We show how social media are
integrated in resilience-building and its potential for increasing hotel resilience.

1. Introduction

Over the last few years, several tourism destinations have faced
severe natural disasters, including earthquakes in New Zealand, hurri-
canes in the Caribbean, and volcanic activities in Bali. In February
2016, the Fiji Islands were hit by the tropical cyclone Winston (TC
Winston), with winds exceeding 300 km an hour. This Category 5 cy-
clone significantly devastated local Fijian communities and seriously
damaged hotel business (Government of Fiji, 2016; Robinson, Harris,
Ray, Morrison, & Cross, 2016). Disasters like TC Winston demand
preliminary and on-going communication between local communities
and tourists. Accordingly, the increase of social media use involves new
and faster ways for affected people to prepare and handle disasters (Liu,
Palen, Sutton, Hughes, & Vieweg, 2008; Veil, Buehner, & Palenchar,
2011). Previous research into crisis informatics shows how social media
are important to disaster communication to warn people, request as-
sistance, and raise funds and donations afterwards for affected com-
munities (Bruns, Burgess, Craford, & Shaw, 2012; Cho, Jung, & Park,
2013).

Yet the role of social media in crisis and disaster communication
remains “an embryonic area of research in tourism” (Zeng & Gerritsen,
2014, p. 32). In other words, the studies that have been published cover
only three aspects of social media: how they affect how tourists per-
ceive risk, how the media can be used to manage brand and reputation,
and how they restore the image of destinations or businesses following
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a crisis (Horster & Gottschalk, 2012; Liu, Kim, & Pennington-Gray,
2015; Schroeder, Pennington-Gray, Donohoe, & Kiousis, 2013; Sigala,
2011). So far, from an organizational perspective, research focuses little
on how social media is included in tourism businesses' disaster com-
munication strategies. That is, few analyze tourism businesses' ‘real
time’ social media use during a disaster to prepare, respond and recover
(Houston et al., 2015; Hvass, 2013).

Resilience can generally describe the ability of a system to cope with
disturbances (Holling, 1973). Walker, Holling, Carpenter, and Kinzig
(2004, p. 6) go further to define it as “the capacity of a system to absorb
disturbance and reorganize while undergoing change so as to retain
essentially the same function, structure, identity and feedbacks”. In
organizational research, resilience commonly refers to the way a busi-
ness responds and resists the unfavorable effects of negative events
(Annarelli & Nonino, 2016). Unsurprisingly, tourism organizations need
to resile from the unpredictable and changing environment that results
from significantly impactful natural disasters (Hall, 2017). Never-
theless, business resilience research is fragmented (Linnenluecke,
2015).

Although organizations and communities are often analysed sepa-
rately in the resilience literature, we suggest that they should be ana-
lyzed as being closely interlinked. Firstly, tourism businesses and or-
ganizations are not merely commercial enterprises; they also serve as
small communities during disasters. Organizations frequently act as
emergency responders to sustain damage, to assist its employees and
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customers. Secondly, previous studies from Pacific Island countries
show that tourism resorts in the local communities are the main em-
ployers and income providers for the local population (Bradly, 2015). In
Fiji, the relationship between resorts and host communities can be
described as interdependent in that the resorts rely on employing staff
and local goods from villages, while some local village businesses ‘piggy
back’ on successful resorts, by providing, for example, village stays and
nature tours (Bradly, 2015; Movono, Pratt, & Harrison, 2015). Ongoing
community projects in line with a resorts' corporate social responsibility
(CSR) initiatives, including donations and development projects, also
illustrate the links between Fijian resorts and villages (Scheyvens &
Hughes, 2015).

The levels of preparedness and procedures to avoid, minimize and
handle the risks and impacts of disasters within the hotel sector are low
(Brown, Rovins, Feldmann-Jensen, Orchiston, & Johnston, 2017; Wang
& Ritchie, 2012). Thus, there is a need to analyze how communication
through social media may be a way of achieving goals for tourism
businesses to adapt during disaster, which goes beyond merely re-
putation management (Brown et al., 2017; Williams, Gruber, Sutcliffe,
Shepherd, & Zhao, 2017).

This article explores the use of social media in disaster commu-
nication by hotels and its potential as a platform for building organi-
zational resilience. We thus analyze both qualitative and quantitative
data from two sources: (1) Facebook data (Facebook posts) from hotels in
areas affected by the cyclone, based on location, size and operation, and
(2) An interview study with hotel managers in Fiji, conducted in June
2016.

2. Literature review
2.1. Disaster management and resilience in tourism

The tourism industry is inevitably affected by various external un-
controllable factors, ranging from terrorism, financial crisis to natural
disasters. The events sometimes result in relatively minor disturbances,
but may cause a significant loss of services, business reputation or even
human lives. In the wake of several disastrous events affecting tourism
destinations, the last two decades have seen an increasing number of
studies discussing crisis management within tourism (Pforr, 2009, pp.
37-52). Because of the overlap between ‘crisis’ and ‘disaster’, many
scholars use both terms simultaneously (Faulkner, 2001; Moreira,
2007). Faulkner (2001) distinguishes between the definitions of ‘crisis’
and ‘disaster’, based on whether the cause is due to some internal or-
ganizational failure to act in a crisis or an external event over which the
organization has no control (e.g., a disaster). He suggests that good
management can avoid crises to some degree, whereas disasters are
often more unpredictable. With that in mind, this study focuses more on
cyclones because they are a natural disaster. Tourism research ac-
knowledges the need for disaster management in different phases of
cyclones and other disaster events, stressing the need for prevention,
preparedness, response and recovery (Shurland & de Jong, 2008).
However, tourism scholars have only recently started to recognize that
building community and organizational resilience is important because
the industry is vulnerable to disasters (Biggs, Hall, & Stoeckl, 2012;
Butler, 2017). In tourism, resilience is widely understood to be the
ability of the industry to cope with disaster/crisis so that its stability is
sustained with the flexibility and diversity required for future devel-
opment (Bruneau et al., 2003; Luthe & Wyss, 2014). Resilience was
introduced to tourism research during the 1990s to extend the value of
biodiversity in tourism development (Lovejoy, 1994).

The literature linking resilience to disaster management is vast. The
“4R” model of resilience introduced by Bruneau et al. (2003) has been
widely adopted. According to these authors, ‘resilience’ involves ro-
bustness describes the ability to immediately resist and overcome op-
erational problems; rapidity refers to rate that the time required to solve
those problems can be reduced; redundancy involves substituting

Tourism Management 69 (2018) 272-284

resources and replacing inventories needed to perform critical func-
tions; and resourcefulness describes the ability to detect, prioritize and
resolve problems by mobilizing resources. While ‘rapidity’ reflects
mobilizing resources at great speed, ‘redundancy’ can be viewed as a
‘planned’ operational replacement function to ensure resource avail-
ability. The other two properties, ‘robustness’ and ‘resourcefulness’, are
highly interrelated, and both refer to the ability to cope with problems
during disasters. Bruneau et al.'s 4R resilience model (2003) has been
criticized for excluding “how actors acquire resources and how re-
sources are used” (Kapucu & Liou, 2014, p. 183). Zobel (2011) further
commented that both robustness and resourcefulness are viewed as
“means” rather than the “desired end” to enhance resilience by influ-
encing redundancy and rapidity. Norris and her colleges (2008) have
therefore adapted three properties (namely ‘3Rs’ — robustness, re-
dundancy and rapidity) under resourcefulness to highlight the link be-
tween resources and resilience.

Therefore, we apply the research model of resilience to crises and
disasters within tourism (Cutter, Ash, & Emrich, 2014; Hall, 2010;
Hayward, 2013) using the revised 3Rs: robustness, rapidity and re-
dundancy. This means that we separate in our analysis the broader
resilience measure, resourcefulness, to the extent of using it as the
subject of our second research questions (see Section 2.4). We took this
approach to extend most tourism resilience studies that focus both on
tourism strengthening destinations economically and its “communities,
policy and planning, and sustainable development” (Hall, 2017, p. 55).
We also add quantitative research to the tourism literature which, till
now, has measured how resilience is applied qualitatively (Luthe &
Wyss, 2014).

2.2. Organizational resilience in the tourism context: the hotel sector

Tourism organizations, including hotels, are passive in risk assess-
ment and planning in the case of disaster (Lamanna, Williams, &
Childers, 2012). Despite the growing literature encouraging the tourism
industry to pay more attention to disaster preparedness and prevention,
no significant progress is found (Brown et al., 2017; Hystad & Keller,
2008). Within tourism studies, most literature investigates resilience as
it is applied to communities. Organizational resilience only began
emerging in 2010 (Hall, 2017; Orchiston, Prayag, & Brown, 2016).
Furthermore, researchers do not agree about how to define organiza-
tional resilience. It refers firstly to the capacity to withstand and recover
normality after a harmful event happens (Annarelli & Nonino, 2016).
Resilience comprises three elements: the ability to adjust (Weick,
Sutcliffe, & Obstfeld, 2008), recover (Sutcliffe & Vogus, 2003), and
adapt (Gittell, Cameron, Lim, & Rivas, 2006) when dealing with un-
anticipated challenges. Hotel resilience is defined as “a dynamic con-
dition describing the capacity of a hotel, together with its stakeholders,
to assess, innovate, adapt, and overcome possible disruptions that may
be triggered by a disaster” (Brown et al., 2017, p. 365, p. 365). A
number of papers have focused on the survival of organizations under
the premise that resilient organizations will result in a resilient com-
munity or destination (McManus, Seville, Vargo, & Brunsdon, 2008;
Orchiston et al., 2016). The measurement of organizational resilience,
nevertheless, is still under way with a dearth of works investigating
transferable or direct factors (Linnenluecke, 2015).

From the CSR perspective, hotels are often required to care for
communities located at their sites, their social development, the sur-
rounding environment, and their own guests and staff (Brown et al.,
2017; Henderson, 2007; Lee & Park, 2009). In Fiji and other Pacific
island countries, CSR activities by hotels have assisted with local
communities with school projects, scholarships and business mentoring,
as well as patronizing local food suppliers and improving employment
conditions and policies (Bradly, 2015; Scheyvens & Hughes, 2015).
Notably, hotels themselves can be viewed as small communities that
link to the local communities at large. When a natural disaster occurs,
hotels assist by communicating the condition of the destination and its
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properties at the times, and by reassuring and showing compassion to
both affected individuals and victims (Brown et al., 2017; Henderson,
2007). This means, as well as being small communities themselves (see
above), hotels are important to the local community.

2.3. Resilience and social media

Only recently, researchers have viewed social media as a way to
build community resilience under an emergency/disaster situation al-
beit within only one case study (Irons, 2015). Based on the ‘3R’ resi-
lience model by Norris, Stevens, Pfefferbaum, Wyche, and Pfefferbaum
(2008), social media itself is a robust technology that can be used
during emergency when other communication facilities might be dys-
functional (Yin, Lampert, Cameron, Robinson, & Power, 2012). More-
over, social media can increase the speed of communication and in-
formation distribution (i.e., rapidity) (Ehnis & Bunker, 2012; Irons,
2015). Finally, but importantly, targeted information can be distributed
to a larger crowd by being accessible, enabling those targeted to
‘crowdsource’ and, in turn, increase replacement. During September
2017, Facebook averaged 1.37 billion active-daily users (Facebook,
n.d.), thus indicating its potential to reach a large audience. Generally,
scholars examine how social media detect and document disaster
(Huang, Chan, & Hyder, 2010), spread disaster warnings (Acar &
Muraki, 2011), send and receive assistance (Taylor, Wells, Howell, &
Raphael, 2012), and manage rumors (Ehnis & Bunker, 2012), donations
and volunteering (Olteanu, Vieweg, & Castillo, 2015).

In the tourism literature, social media studies relate mostly to
tourism marketing and destination management, tourist behavior and
travel planning, and information creation and sharing (Leung, Law, Van
Hoof, & Buhalis, 2013; Zeng & Gerritsen, 2014). Despite the wide
adoption of social media in the tourism industry, the literature re-
garding its use during crisis remains undeveloped. One exception is a
study on the social-mediated crisis communication model that examines
the relationship between an organization under crisis and three im-
portant publics (i.e., social media followers, influential social media
creators, and social media inactives), traditional media, and offline
word-of-mouth communication (Austin, Liu, & Jin, 2012).

2.4. Development of the model

Because of the obvious gap in the literature regarding how social
media relates to disaster and resilience to it, our two research questions
address this gap:

RQ1. How do hotels use social media for crisis communication during
different stages of a disaster (i.e., preparedness, response and
recovery)?

RQ2. How can social media activities be used to meet the aims of
organizational resilience as it relates to resourcefulness?

This study draws on Norris et al. (2008) in two ways: first, we note
that they define resilience as a process whereby a network of resources
with dynamic attributes is used to respond to a disturbance; and second,
to take a ‘process’ and ‘non-context-specific’ approach (Taylor & Colvin,
2012), we note that resilience occurs when such resources are suffi-
ciently robust, redundant and rapid (3Rs) to offset disasters. The use of
social media in developing these three properties, however, has only
been examined recently by Irons and Paton (2017) who link individual
social media use and community resilience during a disaster. This use
has never been examined with an organizational setting. This study
thus develops a modified model, called the Model of social mediated
disaster resilience over time (SMDS) (see Fig. 1), to explore how social
media can contribute to developing resilient organizations.

The model is applied when a disaster occurs. A time axis has been
added, illustrating different phases of the disaster. Severity, duration
and surprise characterize disasters with ‘surprise’ modifying the
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discrepancy between what is expected and what is experienced, and
being more common than predictability especially during natural dis-
asters (Longstaff, 2005). According to the purpose of this study, social
media use has been added because of how it relates to the 3Rs by
mobilizing resources in robust, redundant and rapid ways and to build
adaptive capacities (Fig. 1).

Regarding the 3Rs, robustness refers to the strength of resources and
that they will be unlikely to deteriorate. Social media can be useful for
disaster communication. Notably, when using social media, the users
also become robust resources since they do not need to live in the af-
fected areas nor undergo the devastating effects of a disaster (Irons &
Paton, 2017). Rapidity refers to the capacity to assess and use resource
efficiently. Social media mobilizes resources rapidly to avoid disrup-
tion. Redundancy refers to the extent to which components can be
substituted when a disaster disrupts. Social media can solve problems
by strengthening social networks through diversifying communication
channels.

The ‘crisis’ hypothesizes a balancing act between disasters and re-
sources leading to three different paths in disaster management. The
first ideal outcome after the crisis is resistance, whereby resources have
effectively endured disasters with no dysfunction. The second outcome
refers to transient dysfunction followed by a return to functioning.
Robustness, rapidity and redundancy (3Rs) are said to be critical to
resources in increasing resilience against the adverse effects of a dis-
aster, which usually dissipate over time when resources have been re-
plenished. Resilience-resources are synonymous with the capacity to
adapt using four sets of networked resources: economic development,
social capital, information and communication, and collective compe-
tence (Norris et al., 2008). Social media can facilitate identifying and
allocating resources to: manage urgent demands; strengthen social
networks in dynamic recovery settings to grow social capital; create
cohesion and connection through story-telling and information sharing;
facilitate donation and volunteering, and empower action during dis-
aster response and recovery (Irons & Paton, 2017). Resilience thus links
resources (a set of adaptive capacities) to outcomes (adaptation) after a
disturbance (Norris et al., 2008).

On the other hand, vulnerability occurs when resources are not
sufficiently robust, are redundant, or rapidly resist or resile, thus re-
sulting in persistent dysfunction (Norris et al., 2008). According to
Nelson, Kokic, Crimp, Meinke, and Howden (2010, p. 11), vulnerability
describes how a system is susceptible to harm caused by anxiety and its
sensitivity, and the capacity to recuperate from it. Our model proposes
that social media is important to organizations in reducing their vul-
nerability and building adaptive capacities during disasters.

3. Methods

This study explores Fijian hotels' social media activities following
TC Winston, using an approach that combines digital and ‘traditional’
methods to analyze both qualitative and quantitative data (Rogers,
2015; Venkatesh, Brown, & Bala, 2013). To do so, we apply the model
provided by Norris et al. (2008) to local Fijian tourism and acknowl-
edging that social media provides both global setting and networks. The
aim is not to gain ‘universal’ solutions based on the findings, but to
provide empirically derived outcomes that are relevant and applicable
to other tourism destinations or businesses affected by disasters.

3.1. Study context

The literature highlights both challenges and opportunities in de-
veloping tourism in Fiji. On the one hand are its positive growth and its
role as a foreign exchange earner (Kaufmann & Nakagawa, 2015). Fiji
relies heavily on tourism, through its high contribution to GDP, and its
significant share in generating direct employment (14.5% & 16%, re-
spectively in 2016) (Harrison & Pratt, 2015; WTTC, 2017). Fiji wel-
comed 792,000 international visitors in 2016, mainly from Australia,
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Fig. 1. Model of social mediated disaster resilience over time (SMDR).
(Adapted from Irons and Paton (2017); Norris et al. (2008).

(Note: ® Social media use mobilizes resources in robust, redundant and rapid way; @ it facilitates resource allocation, strengthen social networks, create con-
nectedness, and empower action during the disaster response and recovery process).

New Zealand and the USA (Fiji Bureau of Statistics, 2018b). On the
other hand, land ownership conflicts, the weak links between foreign-
owned resorts and the socio-cultural benefits for indigenous commu-
nities (Movono et al., 2015), and the use of ethnic stereotypes in
marketing Fiji as a hospitable destination and population (Kanemasu,
2015) challenge the role of tourism. Moreover, because it is located in a
region subject to tropical cyclones and seismic activity, the Fiji islands
experience numerous natural disasters, such as cyclones and severe
flooding, which threaten tourism development (Bernard & Cook, 2015).

TC Winston formed near Vanuatu in the South Pacific on 6 February
2016 and made landfall to Fiji's Islands on 20 February 2016. After
striking Fiji, it became a Category 5 cyclone, which left significant
devastation with more than 40,000 destroyed homes and 44 deaths
(Government of Fiji, 2016; Robinson et al., 2016). TC Winston caused
extensive damage on the northern coast of the main island, Viti Levu,
and the northern district of Fiji (Vanua Levu & Taveuni), thus sig-
nificantly impacting upon the tourism sector. Around 19 percent of
Fiji's 400 tourism businesses were significantly damaged after the cy-
clone, which costed F$44 million (Government of Fiji, 2016). In April,
Fiji was affected by two other storms: TC Zena, causing severe floods in
Nadi and the Coral coast of Viti Levu, and TC Amos, which brought
flooding in Vanua Levu. A national state of emergency was applied by

Table 1
Hotel sample of this study.

the Fijian Government until 20 April 2016, and travel warnings were
issued for Australian and New Zealand travellers.

3.2. Data collection

The data set consists of (1) Facebook data (Facebook posts) from
hotels in areas affected by the cyclone, based on location, size and
operation, and (2) interviews with hotel owners and managers in Fiji,
conducted in June 2016.

3.2.1. Facebook study

We selected the hotels for study according to three criteria: (1) that
they were located in the TC Winston-affected area; (2) that they had
hotel STR-membership to provide a source of data about their scale,
class and management (STR, 2017); and (3) that they used Facebook
pages. According to Fiji Bureau of Statistics (2018a), Australia and New
Zealand were the top two tourism source markets in 2016. National
statistics identify Facebook as the leading social network in New
Zealand and Australia. In Australia, Facebook had 15 million regular
users in 2016, compared with 5 million Instagram users and 2.8 million
monthly active Twitter users (Statista, 2018). A sample of 44 hotels met
criteria 1 and 2 while, of those, only 38 hotels met criterion 3 because

Island Tourism destination Impact” Number of hotels” Number of FB-posts Number of crisis related FB-posts
Viti Levu Denarau Island Low 6 201 72
Nadi Low 8 166 44
Sun coast (Rakiraki) High 3 85 42
Mamanuca islands Mamanuca islands High 8 375 239
Yasawa islands Yasawa islands High 3 150 15
Vanua Levu Savusavu High 3 87 15
Taveuni, Matagi & Laucala islands Taveuni High 5 169 30
Lomaiviti islands Lomaiviti islands High 2 55 9
Total 38 1288 466

Source: Tourism destinations identified by Tourism Fiji (Tourism Fiji, n.d.).

@ The impact of TC Winston regarding damage in general and for the tourism sector in particular, were highest in the Western and Northern divisions of Fiji.
However, the tourism sector in Nadi and Denarau Island (as parts of the Western division) were left relatively unscathed) (Government of Fiji, 2016).

> Small-, medium- and large-scale hotels are represented in the hotel sample.

275
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five of them had no Facebook page and one was not operating when the
cyclone occurred. The hotels operate within eight Fiji tourism desti-
nations (see Table 1).

Facebook posts were extracted using the Netvizz application, a tool
for exporting Facebook data (from pages and groups) using the Facebook
API and temporal metadata from posts, users, ‘likes’ and other reac-
tions, comments and shares (Rieder, 2012, 2013). Using digital
methods required us to consider the ethics associated with accessing
and handling the online material and any possible threat to participants'
privacy (Sormanen & Lauk, 2016). To prevent such a threat, we took
three steps: (1) we included posts only from hotels' official, public Fa-
cebook pages; (2) we did not analyse data derived from individual users;
and (3) we do not display the names of individuals and resorts in the
posts presented in our ‘findings’ sections.

To capture crisis communication before, during and the immediate
period following the cyclone, all posts for each hotel made between 6
February and 4 May 2016 were downloaded into Excel spreadsheets.
The posts were analysed both quantitatively and qualitatively. All
“posts by page” (n = 1288) were coded manually based on (a) crisis-
related (i.e., a y/n), and (b) the core theme and sub-themes of each post
(see Table 2). A small pilot sample was used initially both to distinguish
different themes more inductively by drawing from results and cate-
gories taken from the literature (see Bruns, , Burgess, , Craford, , &
Shaw, 2012; Wang, Kim, Xiao, & Jung, 2017). We cross-referenced
these themes, revised them, and used them for the remaining sample of
hotels.

In our analysis, the objective was to map and analyse the commu-
nication strategies used by the hotels, in relation to the SMDR model.
Questions relating to measuring the impact and effectiveness of
Facebook posts, in relation to the response and actions taken by users
and stakeholders are beyond the scope of this study. We used the re-
search of Norris et al. (2008) and Irons and Paton (2017) to qualita-
tively analyse the texts of crisis-related posts to assess the resilience
involved. Research into fundraising has previously been used to assess
resilience building through social media (Irons & Paton, 2017; Taylor
et al., 2012). Notably, a majority (i.e., 39%) of the posts (n = 182) of
the crisis-related posts were classified as “Fundraising, donations and
community rebuilding”. We used NVivo 11 to analyze the text of the
posts thematically as they relate to the 3Rs and the four dimensions of
“adaptive capacities” (see Fig. 1).

3.2.2. Interview study

Interviews were conducted with Fijian hotel owners and managers
in June 2016. Selection criterion 1 (see Sub-section 3.2.1) was further
refined to the degree of impact felt by the hotels from TC Winston
ranging from less-affected destinations (Nadi and Denarau island) to
severely affected areas (Savusavu and Taveuni). These destinations
represent different scales and niches of tourism: Denarau Island is one
of the major tourism destination in Fiji with large scale resorts. Nadi is
an important tourism hub with its airport and ferries connecting other
islands (Yasawas & Mamanucas). Savusavu and Taveuni contain more
small-scale resorts and niche tourism (including diving and honeymoon
resorts). We initially contacted participants by e-mail, after which we
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recommended, a common research enlistment process known as
snowballing. Twelve interviews were conducted in the following areas:
Denarau island (3), Nadi (2), Savusavu (2), Taveuni (5). Four of the
interviews were group interviews, including different representatives
from the hotel (e.g., owner, marketing and sales director, manager, staff
members). Thus, the study includes a total number of 16 respondents.
The semi-structured interviews focusing on how social media was used
before, during and after TC Winston. The questions sought data about
routines for disaster management and crisis communication, interacting
with guests on social media, and fundraising and donation initiatives.
The interviews were transcribed and analysed thematically as described
in the preceding sub-section.

4. Results
4.1. Timeline analysis

From Faulkner (2001), who identifies three periods of disaster
control, we develop a three-way timeline: (1) pre-disaster, which covers
preventive action; (2) response, which addresses urgent needs im-
mediately after the disaster; and (3) recovery, which implements
management strategies to improve services continually. However, be-
cause the disaster's impact is felt in various sites, the times need for
these three periods tend to fluctuate. Hotels at one destination might
have already started their recovery, while others are still responding.
The total share and number of crisis-related Facebook posts was found
to be relatively low, comprising only 36.2 percent of the total number
of posts (n = 1288). There was a significant difference in the numbers
of crisisrelated posts among different regions: > (1,
N = 466) = 4.647, p < .05. Hotels located in the severely affected
regions generated more (75.1%) crisis-related posts (see Table 3).

Fig. 2 shows the distribution of crisis-related posts in relation to the
total number of posts on a timeline for TC Winston, TC Zena and TC
Amos. Our dataset shows fluctuations over a larger time span compared
with previous studies, which are usually based on larger data set (e.g.,
Twitter) over a shorter time (Murthy & Gross, 2016). For TC Winston,
Facebook activity was more prominent during the recovery phase and,
for TC Zena, in the response phase. This may be explained by TC
Winston's more impact. For TC Amos, none of the crisis-related posts
mention the storm.

4.1.1. Pre-disaster phase

After analyzing the timeline, we found it difficult to identify a stage
of “preparedness” in the hotels’ Facebook postings for any of the three
registered cyclones. The first crisis-related TC Winston posts appear on
18 February, two days before landfall. This indicates a focus on re-
sponse and revealing, reactive rather than, proactive social media ac-
tivity in Fijian hotels.

Significant gaps between post activity (by page) and reactions (by
FB fans/followers) can be identified in the timeline (see Fig. 2). The
significant peak of reactions before TC Winston could indicate requests
for information, but the data detail the high number of reactions is
related to (reduced) airfare campaigns. The crisis-related posts that
gained the highest number of reactions before TC Winston involve

contacted other participants whom the initial contacts had
Table 2
Core crisis themes and explanations.

Core crisis theme Information

Warnings, safety info, weather information related to the cyclone
Policies and apologies

Resort report I

Resort report II

Fundraising, donations and community rebuilding

Marketing strategies

Other

Pre-crisis related. Information based, rely on secondary information and existing routines.

Cancellation policies, re-bookings, practical advice, administrative questions. Customer oriented strategies.
Reports of damage, evacuations. Effects of the cyclone (physical damage, problems, facilities).

Reports of rebuilding, clean-up, reopening plans. Pro-active and more positive information. Post-crisis.
Money, goods, projects. Post-crisis.

For example, campaigns and events relating to the crisis (#fijinow). Post-crisis

Key word describing the theme
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Table 3
Cross tabulation of Facebook posts and regions.
Crisis-related Total Sig.
Facebook posts
Yes No
Regions Low Frequency 116 251 367 p = .031*
(different Percentage 24.9% 30.5% 28.5%
impact) High Frequency 350 571 921
Percentage 75.1% 69.5% 71.5%
Total Frequency 466 822 1288
Percentage 100.0% 100.0% 100.0%

Note. * Pearson Chi-square tests indicate there is a significant difference be-
tween groups.

weather updates, flight information and evacuations.

4.1.2. Response

The peak of crisis-related posts is found a couple of days after TC
Winston, followed by a rise in the number of reactions. In the response
phase, the most prominent crisis-related theme is “Resort Report [ & I1”,
which updates the damage, clean-up process, well-being of guests and
staff, and re-opening plans (see Fig. 3). Only a smaller share of the
crisis-related posts contains warnings, safety and weather information.
During TC Zena, the warnings also seem to trigger a significant number
of reactions (see Fig. 4).

4.1.3. Recovery

The use of Facebook posts in the recovery phase is more prominent
during TC Winston than TC Zena, which again can be related to severity
of the first cyclone. Fig. 4 displays several peaks of crisis-related posts
with different themes, and their reaction data. Two of the main peaks
relate to fundraising activities and provide links to ‘gofundme’ pages.
These do not seem to greatly resonate with fans. Crisis-related posts in
the recovery phase also include marketing strategies, with special offers
for accommodation and travel and references to the social media
campaign #FijiNow.

4.2. Resource attributes (3Rs)
According to Norris et al. (2008), resilience is improved when re-

sources are sufficiently robust, redundant, and rapid to offset disasters,
which comprise the 3Rs. These authors define resources as “objects,

Response Recovery
+ 10450

——Total posts
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7/02/2016
8/02/2016
9/02/2016
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-
o

3
2
a

—o=Crisis related posts

Reaction counts/100
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conditions, characteristics, and energies that people value” (p. 131).
Below, we use our interviews and Facebook posts analysis, and apply the
3R model, to ascertain how hotels use social media generally and Fa-
cebook particularly to develop resources and thus promote resilience.

The interview study showed that hotels relied on a mix of both
traditional crisis communication and social media. The hotels pointed
out that TC Winston arrived earlier than predicted, which also reduced
their ability to use crisis communication in the pre-disaster phase.
Larger hotels prepared according to established crisis management and
communication procedures, involving adding weather updates to guest
notice boards, distributing flyers to hotel rooms, and holding meetings
and talking individually with guests to inform them.

Social media was recognized as being crucial for quick and effective
crisis communication, but also challenging and time-consuming. On the
one hand, using Facebook or other social media channels before TC
Winston was claimed to be “less prioritized’, because meeting the de-
mands of in-house guests and preparing emergency procedures were
essential. On the other hand, the hotel managers were busy answering
Facebook messages and e-mails from concerned guests or families ar-
riving from overseas who were seeking updates. Facebook was selected
as the main source for crisis communication, partly in that it is used
widely by Australians and New Zealanders, partly because they can
better select and control messages than with other social media forums.

As an owner, you cannot go up on the forum saying, “don't worry
about us”, like “everything's fine”, you can only respond if someone
says “is Savusavu a problem after the cyclone?” Then you can get
up. What I mean is the owners can't control TripAdvisor, as an im-
mediate source of information (Hotel G, small-scale resort owner,
Savusavu).

4.2.1. Robustness

Robustness refers to the ability of resources to tolerate disturbing
events and reduce the likelihood of deterioration (Irons & Paton, 2017;
Norris et al., 2008). Social media could be considered to be a robust and
reliable technological resource, which has the potential of being used
even if Wi-Fi is overloaded, since the platforms require low bandwidth
(Bird, Ling, & Haynes, 2012). The downside could be that it needs
technical infrastructure that might be drastically damaged during dis-
astrous events (Belblidia, 2012). Through social media, people outside
of the disaster area who are not as affected by power cuts and tech-
nological challenges remain accessible (Kaigo, 2012).

The interview data showed significant geographical variations in

Response Response

¢ 10602

Severe Tropical |
Cyclone Zena
_(Category 3) L
Y

Severe Tropical Cyclone
Amos (Category 3)
Y

Fig. 2. Frequency for total Facebook posts, crisis-related posts, and reaction counts (/100).

Note: 1) Severe Tropical Cyclone Winston (Category 5): February 10-26, 2016.
2) Severe Tropical Cyclone Zena (Category 3): April 5-7, 2016;

3) Severe Tropical Cyclone Amos (Category 3): April 13-25, 2016

(Reaction counts include likes and comments made by Facebook page fans).
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Fig. 3. Frequency of crisis-related posts on Facebook for each theme during the disaster management stages.

Note.

1) Severe Tropical Cyclone Winston (Category 5): February 10-26, 2016;
2) Severe Tropical Cyclone Zena (Category 3): April 5-7, 2016;

3) Severe Tropical Cyclone Amos (Category 3): April 13-25, 2016.

the technological robustness provided through social media. On the one
hand, Wi-Fi was accessible for larger hotels in Denarau Island and Nadi
during TC Winston's incursion. Our research shows Facebook to be a
reliable alternative to communication with guests overseas when the
phone lines were down. On the other hand, smaller hotels in more re-
mote areas struggled with Internet connection and signal from mobile
phone towers weeks after TC Winston:

(...) we didn't have communication here ... it was actually further
up the island. We had to walk up there and try to get communica-
tion. So we didn't know if the rest of Fiji was destroyed, we didn't
know anything (Hotel K, small-scale resort owner, Taveuni).

Our research participants suggested that being able to remain robust
involved relying on people, including the Fijian communities or staff,
guests and Facebook fans. The ability to be resilient was described as
having local and “natural” origins for the Fijian staff, based on their
previous experience and knowledge of cyclones. The resources were
mobilised both externally and internally through social media. In the
Facebook posts, the hotels thanked guests and fans for contributing to
fundraising and bringing donations to staff and local communities. The
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posts made it known that the hotels were “back-in-business” and
“stronger than Winston”.

However, the interview study revealed a lack of knowledge and
experience among staff and management about handling social media
in times of crisis. Especially small-scale hotels lacked a social media
policy or even basic training in social media. This, in turn, affected their
ability to initiate and respond to crisis communication through social
media. Larger international chain hotels had more training, routines
and back-up for social media use to rely on during the cyclones.

4.2.2. Redundancy

Redundancy relates to the degree to which affected resources can be
diversified following a disaster event (Irons & Paton, 2017). This in-
volves finding substitutes for technological systems, new social net-
works, or solutions in the recovery process (Norris et al., 2008). Social
media extends the reach of messages to a larger audience, thus enabling
crowdsourcing (Alexander, 2014; Lobb, Mock, & Hutchinson, 2012).

Several hotels in our sample have large and diverse audiences to
draw resources from through social media. The number of fans of the
hotels’ FB-pages ranges from 1200 to 71,000, of which a majority are
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users from Australia, New Zealand and the USA. The Facebook posts
made during the recovery phase also refer to fundraising and crowd
funding initiatives, made by users from the main tourist markets.

Regarding technological resources, some hotels were able to mobi-
lize “digital teams” abroad when Wi-Fi was lost or when priority was
given to handling in-house guests’ needs. Thus, PR departments over-
seas could handle posts, questions and comments through social media.
This was described as a strategic decision, as a way for the hotel staff to
prioritise the contacts with guests in house.

What happens is that I have daily calls with our crisis management
team, which is based on the Gold coast (Australia) ... so there will be
a representative from social media there to work on that. So I don't
have to worry about what is being published, we have a team that
will do that for us (Hotel B, large-scale resort manager, Denarau
Island).

4.2.3. Rapidity

Rapidity applies to drawing resources and assigning tasks from a
large audience in a timely manner (Irons, 2015). Irons (2015) suggests
that resources are quickly detected and mobilized through social
media's posting and sharing, thus indicating that this network can build
resilience by increasing the speed of communication. Social media
platforms are found to be helpful for online emergent groups to address
needs and find available resources quickly (Ehnis & Bunker, 2012;
Vieweg, Hughes, Starbird, & Palen, 2010).

The interviewees emphasised the importance of quickly posting
updated resort reports after cyclones to include reopening plans, timely
marketing campaigns and fundraising activities. The needs to respond
quickly are evident in the published Facebook posts, that is, they pro-
vide plans to collect and distribute funds. The arrival of TC Zena only a
few weeks after TC Winston, was described as a challenge to the hotels,
especially on Denarau Island:

After the floods and Zena, we communicated that everything was
back to normal, but we tried not to mention the cyclones any further
... So the idea was just to within the week after, back to normal, ok,
floods and cyclone wasn't much, but then it was back to normal, so
we had a daily schedule and every day we posted something relating
to food, our associates, activities, normal schedule (Director, Sales
and Marketing, large-scale hotel, Denarau Island).

In the aftermaths of the cyclones, a national social media marketing
campaign was introduced by Tourism Fiji and representatives from the
tourism sector, called #FijiNow. As part of a competition, tourists were
encouraged to post their own images of their holidays in Fiji on social
media, using the hashtag #FijiNow. The images and posts were in turn
used by resorts to show that Fiji was “back in business”. However, our
interview study showed that resorts in the northern parts of Fiji knew
little about the campaign, even though they faced the most severe ef-
fects of the cyclone.

4.3. Adaptive capacities

According to Norris et al. (2008), adaptive capacities are crucial to
community resilience building. What follows explores the four identi-
fied sets of networked resources (economic development, social capital,
information and communication and community competence) related to
social media.

4.3.1. Economic development

Economic development concerns whether resources are diverse,
shared and distributed fairly. Again, social media provides and co-
ordinates resources for individuals with different needs, especially
those who might not otherwise have access (Bruns et al., 2012; Cho
et al., 2013; Irons & Paton, 2017).

The hotels contributed both directly and indirectly to the well-being
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of local communities following TC Winston, by distributing donations
and other funds collected through social media. The interviewees em-
phasised the hotels' social and economic responsibility towards the
local communities, partly related to their role as employers, and partly
to the existing ties between guests and the local community. A majority
of the Facebook posts are aimed at collecting staff funds and assistance
for the staff's families and villages. The posts contain damage reports
from the villages and explain the needs for shelter, food and clothing in
the villages following cyclone Winston.

We are already supporting the villages with essential items such as
food parcels clothes and building materials. Thank you so much for
your generosity towards the villages that have been badly damaged
but we know with your care and concern they can be rebuilt to be
stronger than before and you will have helped immensely in making
this happen. Vinaka from all staff management and villagers at
(resort) (Facebook-post, small-scale resort Yasawa islands).

Interviews with smaller hotels in Taveuni and Savusavu show how
staff and managers served as “first aid workers” in nearby villages, by
providing food, water, clothes and other necessities before national and
foreign disaster assistance reached the communities. They immediately
understood the needs for assistance and thus served as a hub for vo-
lunteers. Some hotel owners expressed distrust in the public disaster
relief efforts to distribute funds evenly to more remote villages. Thus,
they felt obliged to be responsible for the local communities. One of the
smaller hotels in Taveuni raised more than 150,000 FJD through their
personal social Facebook network of family, friends and previous guests.
The funds were used for food and building materials and distributed in
cooperation with a local aid organization.

We were every day posting pictures, posting pictures of the receipt
of what we bought, what kind of foods. So we kept everybody up-
dated, every day, what we did (Hotel L, small-scale resort staff
member, Taveuni).

4.3.2. Social capital

The connection between members of the community (i.e., social
capital) improves resilience (Norris et al., 2008). Accessing and mobi-
lizing resources using social media merges individual social networks
into social capital (Coleman, 1988; Ellison, Vitak, Gray, & Lampe, 2014;
Lin, 2008) by providing “emotional support, mutual trust, and access to
social information” (Su & Chan, 2017, p. 260).

Often, social capital emerges through bridges, bonds and links
(Wellman, Haase, Witte, & Hampton, 2001; Williams, 2006). Bridging
ties are less obvious because they involve distant, casual or novel
connections with friends and acquaintances. Bonding ties are more
distinct because their support provides emotional, trustworthy and
even financial benefits. Even though linking may produce lower social
capital, as that between community and external agencies, it can pro-
vide influence policies or needed resources (Wellman et al., 2001).
Facebook is said to have these strong and weak ties (Bakshy, Rosenn,
Marlow, & Adamic, 2012). It offers messages broad coverage and thus
maintains existing relationships and links strangers to each other
(Houston et al., 2015).

From our interviews, we found that the guests' and fans’ sense of
belonging to a Fijian hotel, resort or a community was important for
creating engagement on Facebook following TC Winston. Its posts de-
scribe the unifying power of the hotel social community in creating
personal and long-lasting bonds, in the form of friendship and family
relations, between staff members and (returning) guests. Many
Facebook fans express their concerns, support and empathy for the re-
sort, as exemplified in the following post of one of the hotels:

Sending best wishes to our (resort) family. All our love and best
wishes to you all. (...) Hi guys my whole family feels for you and
hope that this will help. The Fijian people are just so wonderful and
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we look forward to seeing you all in August. Our family would have
been visiting you next week. We hope you can recover because we
can't wait to see your smiling faces again. Stay strong. See you soon
(Facebook-post, medium sized Hotel Mamanuca islands, extract
from longer post).

Both new and returning guests are encouraged to share links to raise
funds and donations, reach new and wider audiences, and reflect both
bridging and bonding forms of social capital.

The social capital between staff members and the local community
also became evident in our interview research. Participants described
hotel staff as resilient despite their villages being devastated, thus
showing strong commitment to the hotel and guests. The team spirit
and joint efforts to rebuild and restore the resort after the cyclone was
emphasised in the Facebook posts and as an important resource.

4.3.3. Information and communication

By information, we refer to the pertinent details that apply to a si-
tuation, in our case, the different phases of the cyclone. That in-
formation is communicated by those concerned with ensuring that the
information is disseminated at a time and in a way that best serves all
people affected by the disaster (Norris et al., 2008). Meanwhile, social
media have been proven to support information dissemination fully and
effectively among users (Huang et al., 2010; White, Plotnick, Kushma,
Hiltz, & Turoff, 2009). Irons and Paton (2017) describe how resilience
is built partly through access to communication technology and partly
as a way of being able to voice and share stories of the events.

Large-scale hotels, which had to connect with many guests in house
and those due to arrive to Fiji, strategically used social media for strong
and rapid communication during TC Winston. Facebook messenger was
used as a “private” channel of communication rather than publishing
public posts on the hotel's Facebook page. Using social media also in-
volved challenges arising from a lack of information control. Some
disappointed guests chose to make their service complaints public on
social media during the cyclone, rather than addressing the staff di-
rectly. These cases were handled individually and guests were con-
tacted through social media and asked to remove their comments.

Facebook became a way of sharing stories and testimonials of
tourists, hotel staff and people from the local communities. The hotels
used the staff's stories to illustrate the effects of the cyclone, and to
reveal the damage and impact of the cyclone from a local perspective.
On the one hand, the events come with human attributes but, on the
other hand, the local population is described as both victims and re-
silient heroes of the events.

To give you an idea of the challenges our staff are facing we would
like to tell you about (staff name) ... During the first part of the
storm the roof to (staff) home came off. He took members of his
family to his neighbor's house one by one while debris flew all
around them. ... He was very fortunate to come out of the storm
alive but uninjured. The amazing thing about (staff) is that even
though he and his family have lost literally everything they are so
happy to still have each other that he can't help but still come to
work each day with his huge trademark smile (Facebook-post, small-
scale hotel, Rakiraki).

The stories of the tourists are also told in a more heroic way to focus
on how tourists contribute with fundraising and donations, but also on
their efforts as volunteers. These included images and movies showing
volunteer working to clean-up the hotel, as well as rebuilding in other
places more severely affected by the cyclone.

4.3.4. Collective competence

The term collective competence describes the ability to tackle pro-
blems and act purposefully with others and think critically (Irons &
Paton, 2017; Irons, 2015). Irons and Paton (2017) show how members
of the online community felt empowered to share responsibilities and
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respond independently — goals that the traditional command-and-
control emergency model hardly achieve. This may in turn entail power
struggles between different groups and require flexibility and the ability
to creatively and quickly solve new problems and transform circum-
stances.

Our findings show that social media was used as a way of illus-
trating how the hotel empowered the guests to act in the recovery
process following TC Winston. To do so, they encouraged visitors to
return to Fiji and spend money locally to rebuild the destination, buy
local crafts, and participate in fundraising. The guests' individual in-
itiatives, achievements and donations are also highlighted in the hotels’
Facebook posts.

QUOTE OF THE CENTURY***** PLEASE EMBRACE AND SHARE
THIS Help the people of Fiji by booking your trip to Fiji. ... This is
not going to be a typical diving trip. It is not just about us — not just
about a vacation ... but a chance to be a Global Citizen - and to bring
smiles compassion generosity and true friendship to those we meet.
A neat chance for the tourists to be the givers and helpers instead of
the Fijian people always being the ones who are giving and helping
the tourists divers and visitors Donate here (website)
#Strongerthanwinston #SuncoastFiji #Compassion (Facebook-post,
small-scale hotel, Rakiraki).

The Facebook-posts describe tourists' volunteer work in the clean-up
process at the hotel, as well as in other places more severely affected by
the cyclone. One of the hotels that suffered extensive damage after the
cyclone relied on former Australian guests as volunteers to rebuild staff
housing. A separate FB-page was set up to raise money for building
material in collaboration with a local community foundation. The vo-
lunteers’ own practical expertise as builders was used to restore the staff
homes.

It was like survival actually in a sense for us. We rationed our food.
We made sure that we had rations for the staff so they all got flour.
They got rice, crackers, water ... we paid them an extra month's
salary. So that, when there was downtime, they could try and re-
build their lives. We had the (volunteers) come in. They rebuilt 24
homes. We put up 30 luxury tents, which are 300,000 dollars' worth
of tents through the (name) community foundation (Hotel F, small-
scale hotel manager, Vanua levu).

5. Discussion and conclusion
5.1. Adopt a more proactive approach in social mediated disaster
communication

After examining how social media is used for disaster communica-
tion during the different disaster management stages (RQ1), we find
that the results of this Fiji Cyclone case reveal a socially mediated
communication strategy approach that predominantly reacted to the
disaster. As it unfolded, hardly any crisis-related Facebook posts were
found during the preparation phase. Interview results also indicated
that social media were not considered by most hospitality professionals
in the Fiji area as important to communication. Social media were ra-
ther seen as an additional and improvised and thus were not used to
their fullest potential at the beginning. This finding is consistent with
the literature addressing a passive approach to hotel disaster pre-
paredness (Wang & Ritchie, 2012). However, the public became more
active online and increasingly expected organizations to monitor and
respond to their social media posts quickly (Fraustino, Liu, & Jin,
2012).

Importantly, the variations in disaster dimensions among TC
Winston, TC Zena and TC Amos mean that their social media activities
result differ greatly. As a Category 5 cyclone first reaching Fiji during
the cyclone season, TC Winston extensively damaged the local economy
and more greatly confronted people than the two other weaker
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cyclones. Therefore, the frequency, themes, and timeline largely altered
their crisis-related social media communication.

Overall, resort-reporting posts were identified as the prominent
response form during the Fiji disaster response phase. While chain
hotels, with their mobilized digital teams and resources, seemed to
perform better, concerns are still raised about the overall lack of being
prepared. Unfortunately, many Fijian hotels, especially those smaller
ones located in the highly impacted areas, were seen to be struggling to
disseminate information through social media, so that their expected
guests could have neither enquired nor received reliable responses
during the disaster. ‘Fundraising’ posts have been identified as the main
crisis-related output during the Fiji disaster recovery phase. As Houston
et al. (2015) indicate, social media can be used to raise awareness of the
impact of a disaster and motivate individuals to donate or volunteer.
Lobb et al. (2012) also find that more frequent social media messages
about disasters were associated with increased financial donations. Our
study further identified that multiple fundraising activities (such as
‘gofundme’ pages) have been conducted via the online social networks.
Giving the increasing important role that social media play during and
after disasters, it is essential to promote the use of this emerging
technology in disaster management among hoteliers and urge the hotel
industry to harness its power.

5.2. Social mediated disaster resilience over time

To explore how social media activities can be used to enhance or-
ganizational resilience relating to resourcefulness (RQ2), we have de-
veloped the model of social mediated disaster resilience (SMDR). Our
research has helped to explain how social media can be employed
during different phases of cyclone events and how resilience-resources
can be built along with it. The use of social media has been highlighted
not only in the response stage, but also in the post-disaster stages, thus
contributing greatly to developing resilience and adaptability as a
property of resources (Fig. 5).

First, the Facebook platform has mobilized resources in robust, re-
dundant and rapid ways during the Fiji cyclone disasters. Our results
reveal that social media has enabled valuable communication when
other channels such as phone lines were damaged (Robustness).
Facebook has shown great power to diversify resources by using hotels'
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online social networks. Social media has been involved in donations
and fundraising, and assisted with diversifying disaster aid and relief
funds to reduce vulnerability (Redundancy). Furthermore, social media
has also increased the reach and speed of communication among its
users via ‘post’ and ‘share’ functions, allowing individuals to spread
messages to a wider public (Rapidity).

The data have also shown the ability of social media to build or-
ganizational capacities to adapt. During the Fiji cyclones, social media
enabled hotels guests, online fans and their social networks to partici-
pate in rebuilding, and thereafter strengthen the connection and sense
of belonging among members of the hotel community and beyond.
Empathy and emotional support expressed through Facebook improved
the team spirit and resilience (Social Capital). The cost-effective online
marketing campaigns and quickly responsive donations contributed to
immediate actions for recovery (Economic Development). Social media
has improved the way that information was delivered more quickly and
the positive results of using real-time updates and touching stories in-
stead of traditional one-way information (Information and
Communication) (Fraustino & Liu, 2018). We also showed that social
media provided the means to build collective behaviours and critical
thinking so that problems could be solved creatively and quickly
(Collective Competencies).

Still, we acknowledge that the lack of knowledge regarding social
media's practices among hotel staff, together with the industry's pre-
ference for traditional media, has resulted in low use in many proper-
ties, especially during the preparedness phase. The model of socially
mediated disaster resilience, therefore, has received support from our
data, thus shedding light on the link between valuable disaster social
media and resilient organizations, a topic that, to our knowledge, has
not been addressed before in the literature. In summary, social media
use enables hotel organizations to link virtual communities and expand
their social capital; therefore, it needs to be considered as an important
organizational disaster communication strategy in the resilience-
building process.

6. Managerial implication, limitation and future direction

Our study suggests that social media, particularly Facebook, has the
potential to build hotels' resilience during disasters. The ability to reach
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Fig. 5. Social mediated disaster management model for resilience over time (Fiji case with summarised findings).
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a relatively large audience of different geographical locations with
controlled messages has made social media crucial in not only dis-
seminating crisis information but also providing emotional and physical
support before, during and after a natural disaster. Recent years have
seen many changes made on social networking sites such as Facebook
and Twitter with many functions being invented to cope with disaster or
crisis events such as Facebook's safety check. It is, as a result, essential
for the hotel industry to know how to use social media when ap-
proaching disaster communication.

However, it is evident that hotel staff, even those at the manage-
ment level, are not prepared when it comes to disaster social media,
especially in small hotels. Therefore, social media and its value to
disasters should be integrated into hotels' employee and management
training and in hotels’ emergency planning. This will ensure correct
practices in a timely manner. Similarly, if a business can maintain its
operative capacity when crisis happens, it can help the wider commu-
nity to recover and thus enhance the resilience of an organization itself
and the community being assisted.

This study is limited to an analysis of hotels’ Facebook posts as the
main source for crisis communication during TC Winston. Thus, other
Facebook data, such as comments by fans and tourists, images, hashtags
or posts by users, could complement future studies and allow them to
focus on the engagement and interactions between management and
page users in crisis communication. The links between Facebook and
other social media platforms such as Instagram and Twitter during a
disaster could also be explored, as well as the connections to traditional
media channels.

Even though the results of our study show the potential of social
media for building organizational resilience, the concrete economic and
socio-cultural results of these activities for the local communities need
further exploration. Because tourism is central to the Fijian economy
and its everyday life, our findings should assist academics interested in
developing resilience in communities. In this research, we viewed ho-
tels as small social units strongly linked to a community. We also re-
vealed that the hotel industry is left to deal not only with what hinders
its recovery, but must also compensate for the surrounding community's
hardship and its rebuilding after a natural disaster. Mobilizing support
for staff and local communities through social media can be interpreted
as part of a hotel's general CSR and reputation-management strategy.
Once the hotels' full services are restored, additional resources will be
used to fulfil the need of the social circle beyond the hotels. The suf-
fering community, as a result, could gain support from these smaller
social units and quickly recover. In other words, just like the funda-
mental role of organizations in community's resilience, a resilient hotel
industry is at the heart of a tourism destination's resilience. However,
the question of whether social media can assist community's resilience,
as it does for organizations (as portrayed in our model), goes beyond
the scope of this study and requires further research.
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