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Abstract
This study examines the recovery initiatives that emerge from disasters, based on a case study
of tourism businesses affected by the 2009 Victorian bushfires. The aim of this research is to
understand the factors and elements that have impacted upon the recovery of tourism
businesses in the Victorian town of Marysville after these bushfires. The outcomes from this
research will contribute to the existing disaster recovery literature and will provide
recommendations to tourism businesses of Marysville, Victoria.

The study consisted of semi-structured interviews ranging from 15 minutes to just over one
hour. Twenty tourism businesses that had been affected by the bushfires in 2009 were chosen
to participate as interviewees for the study. Five themes emerged from the 20 interviews.
The five themes were media, infrastructure, economics and employment, trust and sense of
community and communication.

Based on the findings presented in Chapter Five, the following conclusions can be made:
•

There was a lack of forward recovery planning.

•

Tourism businesses experienced impacts on their business, mainly related to tourism
recovery in the region.

•

Negative media attention, and not getting the right message out, impacted on tourism
businesses and there was a lack of confidence that business would return to normal
because of media and negative messages.

•

The right government assistance and right advertising can help tourism businesses in
the recovery process.
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•

Tourism businesses took longer to recover because of the slow rebuilding of
infrastructure and, had the tourists returned earlier, businesses would have come back
more quickly.

•

Many businesses in the region rely on tourism, and many of these suffered from loss
of income.

•

A communication plan is needed before, during and after a disaster
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CHAPTER ONE: INTRODUCTION

1.1 Introduction
This introductory chapter provides the background for the research presented in this thesis,
which is an investigation into the recovery initiatives that emerge from disasters, with a
particular focus on tourism businesses affected by the 2009 Victorian bushfires. It sets the
scene for the following four chapters and provides an overview of the key issues to be
discussed, as well as providing an outline of the way the thesis is organised.

The impact of disasters and the subsequent recovery initiatives are important for all
businesses in a region, but particularly so for the tourism industry, as it tends to be highly
sensitive to negative environmental factors, including natural disasters, serious social
conflicts, war, economic crises and acts of terrorism, such the 2002 Bali bombing terrorist
attack (Mansfeld & Pizam, 2006). Natural hazards, such as tsunami, hurricanes and
earthquakes, are notable in that there are low degrees of control and forecast possibility
associated with them. Lee and Harrald (1999) note that natural disasters can interrupt the
distribution chains for even the best prepared businesses and that service businesses (such as
tourism businesses), are more vulnerable to electrical, communication and other critical
infrastructure failures. Consistent with this argument, Huang et al. (2007) explain that when a
disaster happens, various aspects of international tourism demand can be affected negatively,
including reduced visitor arrivals, a fall in employment, declines in private sector profits, a
reduction in government revenues, and eventually the cessation of further investment.
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In recent years the tourism industry, at a global level, has experienced many crises and
disasters, with varying levels of impacts on communities, businesses, economies and
reputation. Peters and Pikkemaat (2005) comment that one of the main questions for all
branches of economic activity is to bring risk, security and crisis management under control.
Faulkner (2001) and Ritchie (2004) both argue that there is a lack of research into the crisis or
disaster phenomena in the tourism industry, including the impacts of such events on both the
industry and specific organisations, and the responses of the tourism industry to such
incidents.

There have been a number of events over the past fifteen years that have adversely affected
tourism and have, therefore, attracted research attention. These events include the 9/11
bombing of the World Trade Centre in New York in 2001, the Boxing Day tsunami in the
Indian Ocean in 2004, SARS (severe acute respiratory syndrome) and bird flu (avian
influenza) epidemics, and the flooding experienced by New Orleans after Hurricane Katrina
in 2005. This study is based on recovery from disasters, but is particularly focused on a
bushfire as a natural disaster.

1.2 Aim, Objectives and Research Questions
The purpose of this study is to examine the recovery initiatives that emerge from disasters,
using a case study of tourism businesses affected by the 2009 Victorian bushfires, with the
specific aim of understanding the factors and elements that have impacted the recovery
following the 2009 bushfires in the Victorian town of Marysville. Initiatives are defined for
this thesis as “an act or strategy intended to resolve a difficulty or improve a situation”
(Collins Dictionary, 2014).
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The research outcomes and findings will contribute to the existing disaster recovery literature
and will include recommendations for tourism businesses in Marysville, Victoria. These
recommendations may also have relevance in other communities.
These are the two research questions upon which this research is based:
•

RQ1 — What tourism and local initiatives are important for recovery from disaster?

•

RQ2 — What community actions and behaviour are seen as important for recovery
from disaster?

1.3 Background to the Study: Victorian Bushfires 2009
The Victorian bushfires in February 2009 rank second among Australia’s worst natural
disasters and among the top 10 bushfires in the world with respect to fatalities (Cameron et
al., 2009). This natural disaster resulted in Australia's highest ever loss of life from a bushfire
(Huxley, 2009), with 173 people dead and 414 injured as a result of the fires (Zwartz, 2009).

At the time of the fires, and the preceding years, many parts of Victoria had been
experiencing very severe drought conditions, with rainfall being significantly below average
levels for 13 years; most of Victoria had had the driest period on record, or in the lowest one
percentile of records. Prolonged drought leads to plant death and the thinning out of many
plant communities, adding to the dead material in forests, parks and gardens, particularly
woody material (Tolhurst, 2009), which can act as fuel for fires.
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Exacerbating the long-term drought conditions, in the weeks leading up to Saturday 7
February 2009 — known as Black Saturday — Victoria had been suffering through a recordbreaking heat, and in the 11 days prior to Black Saturday, maximum daily temperatures for
Victoria’s capital, Melbourne, were near, or exceeded, 30 degrees Celsius. This heat scorched
the already dry plants, making them even more combustible.
On Saturday 7 February 2009 the state of Victoria experienced its hottest day on record, with
the temperature in Melbourne reaching 46.4 degrees Celsius. Bushfires that had started in the
heat across the state on that day intensified as a cool change came through in the afternoon,
backed by winds gusting at up to 100 kilometres per hour. The major fires occurred in 14
different geographical regions and burnt an area of over 350,000 hectares (Cameron et al.,
2009). Figure 1 provides an illustration of the key areas affected by the fires.
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FIGURE 1 – MAP OF 2009 AUSTRALIAN BUSHFIRES

Source: Encyclopaedia Britannica, 2009

According to Walters and Clulow, (2010, p.844), the Black Saturday bushfires have been
defined as ‘Australia’s worst natural disaster ever, with as many as 400 individual fires
burning across the state of Victoria on the one day’. Walters and Clulow (2010) went on to
say that 3500 structures were destroyed by the fires, and over 78 towns throughout the state
were affected.
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Although Victoria has suffered from bushfires throughout its history, Black Saturday was
unprecedented in both the lead-up and its severity. As noted above, these fires were born out
of severe drought and coupled with temperatures and humidity levels never seen in the state
before. As a further indication of these extreme conditions, the MacArthur Forest Fire
Danger Index (FFDI), which is used to determine fire danger levels, rose well into the 200s in
parts of the state; an FFDI rating of greater than 50 is categorised as extreme fire danger, and
disastrous Black Friday fires in 1939, where 71 people died, had an FFDI rating of 100
(Karoly, 2009).

To put the severity of the 2009 bushfires in perspective, and to provide a comparison with
previous Australian bushfires, the following table provides a chronological list of recorded
major fires since European settlement in Victoria and includes a number of lives lost in these
fires (Table 1).
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Table 1 - Chronological list of major fires since European Settlement
Year
1851
1898

Title

1943
1944

Black Thursday approximately 5 million hectares
Red Tuesday – fires burnt 260,000 hectares in South
Gippsland
Destructive and widespread fires
Destructive and widespread fires
Gippsland to Grampians
Fires burnt more than 100,000 hectares
Extensive fires occurred in the Otway Ranges
Black Sunday fires burnt February to March
Large areas of state forest in Gippsland and others areas in
Victoria were burnt
Black Friday – From December 1938 to January 1939 with
the climax on 13th January, fires burnt 1.5 to 2 million
hectares,
Wangaratta
1 million hectares, 500 houses,

1952
1962
1965
1968
1969
1972
1977
1980

100,000 hectares
Dandenong Ranges
6 houses lost
Dandenong Ranges burnt 1,920 hectares
280 fires break out, the worst at Lara, 250,000 hectares
12,140 hectares
103,000 hectares, 116 houses
119,000 hectares

1983
1983
1983
1985
1997
1998
2002
2003
2006

250,000 hectares – Cann River
Mt Macedon – 6,100 hectares
Ash Wednesday – Over 100 fires in Victoria burnt 210,000
hectares
102,200 hectares
Dandenong Ranges – 400 hectares
32,000 hectares
Big Desert Fire – 181,400 hectares
Eastern Victorian (Alpine) Fires – 1.3 million hectares
Great Divide Fire –– 1.1 million hectares

2009

Black Saturday – 13 Major fires breakout, 352,686 hectares

1905
1906
1912
1914
1919
1926
1932
1939

Date
6 February
1 February

No. of
lives lost
12
12

14 February

60
9

13 January

71

22 December
14 January –
14 February
5 February
14- 16 January
17 January
9 February
8 January
4 December
12 February
28 December 6 January 1981
31 January
1 February
16 February

10
20

14 January
21 January
9 January
17 December
8 January
1 December –
7 February
7 February

several
2
7
23
4

47
3
3

173

Source: Ro msey Australia, 2012
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1.4 Case Study Context: Marysville, Victoria
The case study focus of this research is the tourism businesses in the Victorian town of
Marysville. Marysville is located in the Shire of Murrindindi, about 34 kilometres north-east
of Healesville, and in 2009 had a population of around 500 people and relied on tourism as its
primary industry. Its location within Victoria and in the context of the 2009 Victorian
bushfires can be seen in Figure 1 (above).

As well as being a tourism destination in its own right, as it is close to the Victorian ski fields,
Marysville is also used as a base for the Lake Mountain Ski Resort and during ski seasons
benefits from the influx of hospitality workers and other service and retail providers (Marysville
Tourism, 2012; Wikipedia; Tourism Victoria, 2012).

Marysville was chosen for this case study as it was devastated by the bushfires the Black
Saturday fires on 7 February 2009, with the fire claiming 40 lives and approximately 90 per cent
of the town's buildings destroyed (Argoon, 2014; Marysville Tourism, 2012).

According to the Victorian Bushfires Royal Commission (2009), the fire started at the
Murrindindi Mill at 2.55pm on Saturday and then burnt southeast across the Black Range,
parallel to the Kilmore fire, towards Narbethong.

Cowan (2009), notes that residents had

anticipated that the fire front would bypass Marysville as, although the main street had been
destroyed, ‘the motel at one end of it partially exists, the bakery has survived’ (Coslovich 2009).
Table 2 sets out the progress of the fires on Black Saturday, showing how quickly the disaster
progressed.
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Table 2 – Timeline of Black Saturday Fires in Marysville
Time

Eye of the Storm

14:55

Fire ignited

15:10

First attack. Fire took off towards the mill and hills

15:30

Plume visible from Marysville

16:30

17:35

Spotting at Narbethong
Mt Gordon Tower, fire
Mt Gordon Tower phoned Marysville CFA and others
Smoke clearly visible from Marysville
Spot fires to west of Mt Gordon
Fire threat warning broadcast from community radio UG FM
Fire threat warning broadcast on ABC Radio

17:33

Fire 3-4 km away from Marysville, behind Mt Gordon

17:45

Fire still approaching Marysville

17:51

Fire visible from Marysville

18:00

People gathered on football oval

18:24

Tankers at Kings Rd

18:40

CFA pager message: wind change imminent

19:00

Embers in town

19:15

Fire in town around oval

17:00

Trying to get strike team on King’s Road spot fire
14 out of 400 buildings survived
Source: Tolhurst, 2009

Prior to the 2009 Victorian bushfires, the tourism town of Marysville and the surrounding region
had over 3000 beds; five years later it now has approximately 1000 beds for tourists and its
population is about halved (Argoon, 2014). This makes it a particularly relevant case study
when investigating disaster and crisis recovery management in the tourism industry.

1.5 Methodology
The review of the literature that underpins this research is discussed in Chapter Two. Based
on this review a qualitative approach was adopted, with a case study being determined as an
Chapter One

9

appropriate research strategy and interviews of key stakeholders identified as the research
method.
The data gathering process was also conducted in 2011. This process involved interviewing
20 stakeholders who were in some way involved in Marysville’s tourism industry: tourism
operators, employees of local councils, volunteers in tourism business, and previous
employees of tourism businesses.
The resultant data was then analysed using a thematic approach to identify the key issues for
Marysville tourism businesses and provide answers to this study’s research questions.

1.6 Contribution of this study
This study makes an academic contribution to the field of tourism crisis and disaster
management by addressing the lack of research on disaster recovery.

It also provides a

contribution to the body of research that investigates the means of understanding the
complexity surrounding disaster, and the variables that have to be considered by tourism
businesses in order to deal with disaster recovery. Existing literature on disaster recovery
discusses disaster and crisis, and the importance of disaster and crisis management as well as
community recovery processes. However, there has been no research previous to this in
linking community involvement. This research proposes a framework for factors considering
recovery initiatives that emerge from disasters and the variables that have to be considered by
tourism businesses in order to deal with disaster recovery.
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1.7 Limitations of the Case Study
This research comprises a case study of the recovery of Marysville as a tourism destination
after the 2009 bushfires, based on data collected through interviews. Although numerous
stakeholders were involved in destination recovery, only a selection were invited to be
interviewed. It is acknowledged that this research only applies to one town, and one disaster,
and not all findings can apply to other towns or other disasters.

1.8 Thesis Structure
This thesis consists of five chapters, which are designed to clearly and logically outline the
issues associated with disaster recovery, how the research was undertaken and analysed, and
the conclusions and recommendations emerging from this process.

This introductory chapter has highlighted the importance of effective crisis and disaster
management for the tourism industry and provided background on the 2009 Victorian
bushfires and its impact on the town of Maryville. It also set out the research aim, objectives
and research questions, and provides an overview of the research design applied.

Chapter Two presents the review of the relevant literature and outlines the underlying theories
of disaster recovery, and identifies specific models for disaster recovery. The literature
review includes a discussion of disaster and crisis, detailing the importance of disaster and
crisis management as well as community recovery processes and communication in disasters.
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Chapter Three outlines the research approach used in this study, including the research
methodology and data collection methods. This chapter also provides discuss the principles
of qualitative research and ethical considerations.

Chapter Four presents the findings from the interviews, which are presented in line with the
methodological descriptions detailed in Chapter Three. The aim of undertaking the interviews
was to investigate the understandings of the businesses of Marysville with regard to
appropriate action in relation to disaster recovery. The chapter also explains the relevance of
the case study findings to current literature. This chapter will present the findings for the two
research questions:
•

RQ1 – What tourism and local initiatives are important for recovery from disaster?

•

RQ2 – What community actions and behaviour are seen as important for recovery
from disaster?

The final chapter of this thesis revisits the aim and objectives set in this study, addressing
each objective separately and discussing the extent to which each was met.
Recommendations for tourism businesses and for future study are also provided.

1.9 Summary
In this introductory chapter a background of the study has been provided, as well as an outline
of the research aim and objectives, the research questions, and the research design to be
applied. It has demonstrated the limitations of the case study and has provided the structure
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of the thesis. Finally, this chapter has detailed the contribution this research will make to the
existing literature, and the knowledge it will offer.

The following chapter provides an extensive review and discussion of the academic literature
that pertains to disaster management, recovery and communication processes, and outlines the
background and base upon which this current research builds.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction
This chapter outlines the underlying theories of disaster recovery as represented in the
literature and identifies specific models for disaster recovery. The literature review discusses
disaster and crisis, detailing the importance of disaster and crisis management, as well as
community recovery processes and communication in disasters.

2.2 Crisis and Disasters
Different types of crises and disasters can impact the tourism industry. According to Ritchie
(2009), Glaesser (2006) and Santana (2003), these include:
(i)

internal organisational issues

(ii)

natural disasters

(iii)

terrorist attacks

(iv)

environmental changes

(v)

health outbreaks and

(vi)

market changes, such as economic and system failures.

A number of disasters, including the Black Saturday Bushfires (2009), South Pacific Tsunami
(2009), Cyclone Larry (2006), Hurricane Katrina (2005) and Indian Ocean Tsunami (2004),
fall into the classification of a natural disaster. Table 3 below (adapted from Ritchie, 2009,
pp. 28-29), outlines some key characteristics and examples of types of crisis and disasters.
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Table 3 – Typology of Disasters and Crisis
Types of Crisis
Characteristics
and Disasters
Natural or
• When a building is damaged as a result of the
physical
weather or human influence.
disasters
• Includes earthquakes, tornadoes, floods,
hurricanes, avalanches, fires, severe storms,
biosecurity threats or technological hazards.
• May be a result of natural process, such as
climate change, or the result of human
processes or action, such as deforestation,
forest burning and pollution.

• Japan Tsunami 2011
• Black Saturday Bushfires
2009
• Indian Ocean Tsunami 2004
• UK Foot and Mouth
Outbreak in 2001
• SARS epidemic 2003

• Includes international wars, civil war,
terrorism, riots and political and social unrest.

• September 2011 terrorist
attacks
• Thai Political Crisis 2010
• Iraq War 2003
• Cuban Missiles crisis of
1962
• Watergate crisis 1973-74
• Falklands Islands Crisis
1982

Economic
crisis

• Includes international recessions, regional
currency crisis, national recessions and
monetary crisis.

• Asian economic crisis 19971998
• Stock market crash 1987

Malevolence

• When some outside actor or opponent employs
extreme tactics to express anger toward the
organisation or destination to force the
organisation or destination to change.

• Muslim extremist attacks in
Egypt in the 1990’s to force
change in government

Political crisis
and disasters

• The tourism industry and tourists is often an
indirect victim, but can be specifically targeted
in some cases.

Examples

• Includes product tampering, kidnapping,
terrorism and espionage.
Challenges

• When the organisation or destination is
• Domestic air pilots’ strike in
confronted by discontented stakeholders. The
Australian in 1989
stakeholders challenge the organisation because
they believe it is not operating in an appropriate
manner.
• Includes boycotts, strikes, lawsuits,
government penalties and protests

Mega damage

• When an accident causes significant
environmental damage. Includes oil spills.

Organisational • When management takes actions, it knows will
misdeeds
harm or serve to discredit or disgrace the
organisation. Includes favouring short-term
economic gain over social values.

Chapter Two
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Workplace
Violence

• When an employee or former employee
commits violence against other employees on
organisational grounds. Includes killing or
injuring co-workers.

• Sexual harassment by staff
• Rape or violence against
hotel guests

Rumours

• When false information is spread about an
organisation or its products.

• Rumours of second terrorist
attack after American
Airlines plane crashes after
September 11 2001.

Source: adapted fro m Ritchie 2009, pp. 28-29

Faulkner (2001) makes a clear distinction between ‘crisis’ and ‘disaster’, with the difference
being the extent to which the situation is attributable to the organisation itself. A crisis
describes a situation where the root cause of an event is, to some extent, self-inflicted, for
example through inept management structures and practices, or a failure to adapt to change,
while a disaster can be defined as a situation where an enterprise is confronted with sudden
unpredictable catastrophic changes over which it has little control (Faulkner, 2001). Prideaux
et al. (2006) also note the differences between crisis and disaster, with the former being
described as the possible, but unexpected, result of management failures that are concerned
with the future course of events set in motion by human action, or inaction, precipitating the
event. On the other hand, they describe disaster as an unpredictable catastrophic change that
can normally be responded to only after the event, either via implementing contingency plans
already in place or through reactive responses (Prideaux et al., 2006).

Santana (2003) points out that the word crisis is derived from the Greek, ‘Krisis’, meaning
decision or turning point, and observes that the word is widely misused when applied to minor
problems. He goes on to say that the term ‘crisis’ is broadly understood as a shock for the
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tourism industry, an event of serious magnitude that disrupts its orderly operation and requires
immediate, but largely unplanned, managerial efforts to overcome the resultant problems.

Crises occur on a spectrum that ranges from local to global. At the local level, the crisis may
be triggered by as simple an event as a resort being damaged by fire, resulting in tourists
immediately staying away and instead visiting alternative locations. The consequences for
operators (and staff and suppliers) in the damaged resort may be serious, but on a national or
international scale there is virtually no impact. Conversely, other crises can have a significant
impact on the national tourism industry, such as seen when Cyclone Evan devastated Samoa
in December 2012, where the total estimated damage and loss was estimated to be equivalent
to approximately 28 per cent of the previous total value of goods and services produced in the
small nation (Government of Samoa, 2013).

Scott and Laws (2005, p. 152) provided a useful summary of the various definitions of crisis
and disaster put forward by a range of authors, highlighting the roles that internal and external
factors play in the development of these events. This summary is listed in Table 4.
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Table 4 – Definitions of Crisis and Disaster
Definition

Source

Term: Crisis
An event where the root cause of the situation is, to some extent, self-inflicted Faulkner, 2001
through problems such as inept management structures and practices or a
failure to adapt to change
Crises are the possible but unexpected result of management failures that are Prideaux et al.,
concerned with the future course of events set in motion by human action or 2003
inaction precipitating the event
A low-probability high-impact event that threatens the viability of the (entity)
and is characterised by ambiguity of cause, effect and means of resolution as
well as by the relief that decisions needs to be made quickly

Pearson & Clair,
1998

Crises are disruptive situations affecting an organisation or given system as a Pauchant
whole and challenging previously held basis assumptions; they often require Douville, 1993
urgent and novel decisions and actions, leading potentially to a later
restructuring of both the affected system and basic assumptions made by the
system’s members
A situation which is harmful and disruptive (versus a turning point or an Reilly, 1993
opportunity); is of high magnitude (versus a threat or problem) is sudden,
acute and demands a timely response (versus decline) and is outside the firm’s
typical operating frameworks (versus routine such as fire to firefighters)
An organisationally based disaster
Any action or failure to act that interferes with an (organisation’s) ongoing
functions, the acceptable attainment of its objectives, its viability or survival,
or that has a detrimental personal effect as perceived by the majority of its
employees, clients or constituents
Term: Disaster

Preble, 1997
Selbst (1978)
discussed in
Faulkner, 2001

Situations where an enterprise (or collection of enterprises in the case of a Faulkner, 2001
tourist destination) is confronted with sudden unpredictable a catastrophic
change over which it has little control
Disasters are unpredictable catastrophic change that can normally only be Prideaux et al.,
responded to after the event, either by deploying contingency plans already in 2003
place or through reactive response
An event, natural or man-made, sudden or progressive, which impacts with Carter, 1991
such severity that the affected community has to respond by taking exceptional
measures
A collective stress situation
Any sudden, random or great misfortune

Quarantelli,
1988
Murphy,
Bayley, 1969

Source: Scott & Laws, 2005 p. 152
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2.3 Importance of Disaster and Crisis Management
Darling et al. (1996) illustrate that the real challenge is not to recognise crises, but to
recognise them in a timely fashion. Similarly, Kash and Darling (1998) note that decisions
undertaken before a crisis occurs will enable more effective management of the crisis,
whereas organisations without such a management plan will end up being managed by the
crisis. Therefore, crisis management is crucial, not only for scoping potential crises, but also
for limiting their impacts on organisations, destinations or specific industry sectors.

More than 50,000 natural disasters have been reported worldwide over the past one hundred
years, with a total of four million lives lost (Gasser, 2006). This equates to an average of
40,000 lives lost per year. Glaesser (2006) notes that large scale natural disasters are often
hitting unprepared populations, while Cioccio and Michael (2007) argue a lack of resources
available to small businesses is a limitation to formal crisis management planning. One way
to assist destinations in their crisis management planning is the development and application
of various crisis and disaster management frameworks; these frameworks are discussed
below.

2.4 Crisis and Disaster Management Frameworks
A number of crisis and disaster management frameworks have been developed, each outlining
the mechanisms and strategies to manage the different stages of a crisis.

The crisis and

disaster management frameworks for the tourism industry are generally based on accepted
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disaster cycles, including those ranging from simple three stage models (pre-crisis, crisis and
post-crisis), to more detailed cycles (Henderson, 2007).

Table 5 provides an overview of each of the frameworks that will be discussed, outlining the
model, year developed, stages and limitations.

Table 5 – Overview of Disaster Management Frameworks
Tourism Disaster
Management
Frameworks
Faulkner’s Tourism
Disaster Management
Framework

Ritchie’s Crisis and
Disaster Management
Framework

Hystad and Keller’
Destination Disaster
Management Framework

Disaster Management
Stages

Year

Limitations

1. Pre Event
2. Prodromal
3. Emergency
4. Intermediate
5. Long-term recovery
6. Resolution
1. Prevention and planning
2. Implementation
3. Evaluation and feedback

2001

Has not been tested on large
scale disasters or in a long term
study.

2004

Does not distinguish between
businesses or Destination
Marketing Organisations
Has only been tested in 2008
following the ACT bushfires
(Australia).

1. Pre-disaster
2. Disaster
3. Post-disaster
4. Resolution

2008

Is limited in its testing and on
its focus on communication,
and does not consider other
important aspects of recovery.

Source: adapted fro m Armstrong, 2008

Faulkner’s Tourism Disaster Management Framework has not been tested on large scale
disasters or in a long term study. Faulkner (2001) notes neither natural nor human induced
disasters are predictable or avoidable, which makes the development of effective disaster
management strategies all the more important There is no specific mention of recovery
planning in either stage 4 or stage 5, recovery or reconstruction and reassessment although the
need to devise strategic priority profiles as a part of contingency planning is mentioned.
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Although other researchers and authors have developed crisis management frameworks (e.g.
Fink, 1986; Roberts, 1994), Faulkner (2001) developed the first framework specifically for
tourism: the Tourism Disaster Management Framework (TDMF). According to Faulkner
(2001), this framework expands the stages developed by Fink (1986) and Roberts (1994),
which are slightly different models designed to explain the lifecycle of a crisis in general; the
stages are set out in Table 6.
Table 6 - Stages in a Community’s Response to a Disaster
Composite stages Fink’s (1986) stages

Robert’s (1994) stages

1. Pre-event

Pre-event: where action can be taken to
prevent disasters (e.g. growth
management planning or plans aimed at
mitigating the effects of potential
disasters).

2. Prodromal

Prodromal stage: when it becomes
apparent that the crisis is inevitable.

3. Emergency

Acute stage: the point of no return Emergency phase: when the effect of the
when the crisis has hit and damage disaster has been felt and action has to be
limitation is the main objective.
taken to rescue people and property.

4. Intermediate

Intermediate phase: when the short-term
needs of the people affected must be dealt
with – restoring utilities and essential
services. The objective at this point being
to restore the community to normality as
quickly as possible.

5. Long term
(recovery)

Chronic stage: clean-up, postmortem, self-analysis and healing.

6. Resolution

Resolutions: routine restored or
new improved state.

Long-term phase: continuation of the
previous phase, but items that could not
be addressed quickly are attended to at
this point (repair of damaged
infrastructure, correcting environmental
problems, counselling victims,
reinvestment strategies, debriefings to
provide input to revisions of disaster
strategies).

Source: Faulkner, 2001, pp. 135-147
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Understanding crises and disasters, their life cycle, and potential impacts and actions, can
assist organisations in the development of strategies to deal with such incidents.

By

understanding these occurrences, more effective strategies can be developed to stop or reduce
the severity of their impacts on businesses, despite how complex they are.

The TDMF, illustrated in Figure 2, was tested by Faulkner and Vikulov (2001) on floods in
the Katherine, in the Northern Territory of Australia, and by Armstrong (2008), who
concluded that TDMF was an effective preventative planning tool, as well as being effective
in reactive disaster management.

TDMF was also used for the 2001 Foot and Mouth

Outbreak in the UK (Ritchie, 2003), and Australia’s response to major tourism disasters in
2001 (Prideaux, 2003).

Ritchie (2004) later introduced a strategic and holistic approach for both the planning and
management of tourism crisis and disasters, which was influenced by Faulkner and Vikulov’s
(2001) TDMF. Ritchie’s (2004) framework uses the four elements of strategic management:
analysis; direction and choice; implementation and control; and evaluation and feedback.
Each stage provides specific strategies, which can be implemented with flexibility, a core
advantage of the framework. As illustrated in Figure 3, this approach to crisis and disaster
management is based on three steps: prevention and planning, implementation, and evaluation
and feedback, with the six phases of Faulker and Vikulov’s (2001) TDMF presented on the
right of the framework. Ritchie’s (2004) framework was tested by Armstrong (2008) on the
recovery after the 2003 Canberra fires.

Chapter Two

23

FIGURE 2 - FAULKNER AND VIKULOV’S TOURISM DISASTER MANAGEMENT FRAMEWORK (TDMF)

Source: Faulkner & Vikulov 2001, pp. 338

Chapter Two

24

FIGURE 3 – CRISIS AND DISASTER MANAGEMENT: A STRATEGIC AND HOLISTIC FRAMEWORK

Source: Ritchie, 2004 p. 674

Hystad and Keller (2007, pp. 158-159) developed a destination tourism disaster management
framework created from responses of tourism businesses towards stakeholder responsibility
for tourism disaster management. Hystad and Keller (2007) illustrate that the framework can
be applied to any tourism destination in the event of a crisis or disaster. They go on to say
that tourism businesses and the various organisations involved in tourism disaster
management have different roles and responsibilities that change during each stage of a
disaster.

The framework was developed based on a case study of the 2003 Kelowna forest
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fires in British Columbia, Canada. This framework (Figure 4) draws attention to stakeholder
roles throughout the different stages of pre-disaster, disaster, post-disaster and resolution.

FIGURE 4 – HYSTAD & KELLER’S DESTINATION DISASTER MANAGEMENT FRAMEWORK

Source: Hystad and Keller, 2008 p.159
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2.5 Disaster Management in Tourism
A number of authors have examined tourism destination disasters and crises from differing
perspectives, including recovery strategies (Beirman, 2003; Glaesser, 2003), models for
analysing and developing tourism disaster management strategies (Faulkner, 2001; Faulkner
& Vikulov, 2001), economic assessment of policy responses (Blake & Sinclair, 2003), effects
on tourism forecasting (Prideaux et al., 2003), and broad processes for a strategic and holistic
approach to crises and disaster management in public and private sector organisations
(Ritchie, 2003).

As Richardson (1994) notes, our environment has become a more crowded world and as the
population increases, pressures, such as urbanisation, the extension of human settlement, and
the greater use and dependence on technology, have perhaps led to an increase in disasters
and crises. The globalisation of the tourism industry has led to a rapid expansion of tourism
businesses on an international scale in order to expand market share and profitability.
Furthermore, greater exposure to political, economic, social and technological change in
countries often removed from the bases of tourism companies requires tourism managers to
effectively deal with crises and disasters (often located a substantial distance away). The
world is also becoming more interdependent and connected so that small-scale crises in one
part of the world can have a significant impact on other parts of the world. Political instability
or the outbreak of war in one part of the world can dramatically reduce tourist travel patterns
to other parts of the world as experienced by the Gulf War of 1991 and the Iraq conflict in
2003 (Ritchie, 2005). Tourism is, therefore, highly susceptible to external factors and
pressures in the wider operating environment.
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However, tourism is also a valuable economic sector and many destinations are dependent
upon tourism for their growth and survival. This puts increasing pressure on managers and
planners concerned with tourism to consider the impact of crises and disasters on the industry
and to develop strategies to deal with the impacts to protect tourism businesses, as well as the
broader community. There is a need to understand such incidents and examine strategies that
can be used to stop or limit their impacts on a growing and important industry sector. Crisis
and disaster management should be a core competency for those who manage tourism
destinations.

2.6 Community Recovery Process
Disasters may challenge an entire city or region, and a natural disaster can affect the local
tourism industry at many levels. Such events are particularly devastating for small
communities whose local economy is heavily dependent on the sector. Furthermore, loss of
infrastructure, plus negative media stories, can have long-term impacts on the destination and
delay the return of tourists to a region.

Communities also endure the damages and disruptions to the various environments of which
they are a part. However, communities do have the potential to function effectively and to
adapt successfully in the aftermath of disasters. Table 7 lists definitions of community from
various sources and demonstrate that the most essential elements of community are mutual
interdependence among members, sense of belonging, connectedness, spirit, trust,
interactivity, common expectations, shared values and goals, and overlapping histories among
members. These elements are all important when a community is on the road to recovery
following a disaster or crisis.
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Table 7 – Definitions of Community
Definition of Community
Source
Community is a concept, an experience, and a central part of Encyclopedia of Community
being human.
(2003)
A group of people with diverse characteristics whose social AM Public Health, What is
ties, share common perspectives, and engage in joint action in Community?
geographical locations or settings.
MacQueen, et al (2001)
A community is a group of people who are socially Alfred Rovai (2002)
interdependent, who participate together in discussion and
decision making, and who share certain practices that both
define the community and are nurtured by it.
Feeling that members have a belonging, a feeling that McMillan and Chavis (1986)
members matter to one another and to the group.
Result of interaction and deliberation by people brought Westheimer and Kahne (1993)
together by similar interests and common goals.

According to Armstrong (2008), tourism is a significant part of a region or country’s
economic, social, cultural and environmental well-being, and a natural disaster, such as a
hurricane, tsunami, flood or bushfire, may cause a range of impacts on the destination.
Hence, the recovery of the tourism industry after a disaster may be critical for overall
community recovery. In February 2009 Marysville, Victoria, suffered a natural disaster; the
fires had serious repercussions for Marysville’s tourism industry and the effect on the
destination image was intense with images of the devastating fires being shown in the media.
The impact on the community of Marysville, and the community’s role in the town’s recovery
form an integral part of this research.

Similarly, Shklovskik et al. (2008, p. 128), note that disasters affect not only the welfare of
individuals and family groups, but also the well-being of communities. The went on to say
that dislocations, long-term relocations, property damage and other destruction caused by a
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disaster can harm or even destroy communities. People organise themselves to help, search
and rescue, offer shelter and turn toward long-term recovery. In most cases, disasters can
unify and create emotional cohesion among those affected by it (Shklovskik et al., 2008).
Shklovskik et al. (2008, p. 128), from Dynes (1970), described eight socio-temporal stages of
disaster showing the shift from an individual’s self-assessment to a concern about the broader
impact of the event and its effects on the community (see Table 8).

Table 8 – Eight Socio-temporal Stages of Disaster
Stage

Incident

Impact

0

Pre-Disaster

State of social system preceding point of impact.

1

Warning

Precautionary activity includes consultation with members of own social
network.

2

Threat

Perception of change of conditions that prompts survival action.

3

Impact

Stage of ‘holding on’ where recognition shifts from individual to community
affect and involvement.

4

Inventory

Individual takes stock, and begins to move into a collective inventory of what
happened.

5

Rescue

Spontaneous, local, unorganised extrication and first aid; some preventive
measures.

6

Remedy

Organised and professional relief arrive; medical care, preventive and
security measures present.

7

Recovery

Individual rehabilitation and readjustment; community restoration of
property; organisational preventive measures against recurrence; community
evaluation.

Source: Dynes, 1970.

Once the impact stage of a disaster event has passed, people take stock of personal effects and
then quickly move into a broadening orientation toward community that can extend through a
period of long-term recovery (Shklovskik et al., 2008, p.128).
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According to Rubin (1985), dynamic processes contribute to an efficient community recovery,
including the key elements of recovery and relationships among those factors. The three
elements are personal leadership, ability to act, and knowledge of what to do. This process is
illustrated in Figure 5.
FIGURE 5 – ORGANISING FRAMEWORK FOR ELEMENTS OF THE RECOVERY PROCESS

Source: Rubin, 1985
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2.7 Communication in Disasters
According to Barton ((1994) in Ritchie, B.W.

2003, p.676), ‘the implementation of a

strategic crisis communication plan can help limit the damage from a crisis and allow an
organisation to concentrate on dealing with the crisis at hand’. An emphasis on
communication is required to limit harm to a business in an emergency that could create
damage that cannot be repaired. Similarly, Ritchie, B.W (2003, p. 676), notes that ‘crisis
communication is mainly concerned with providing correct and consistent information to the
public and enhancing the image of the organisation or industry sector faced with a crisis’.
Walters and Mair (2012) recommend that marketing and promotional activities should
continue over the course of the disaster recovery period and when marketing a destination,
integrating celebrities should be considered. They also suggest that ‘post-disaster
communications messages need to be factual in nature and provide an honest representation of
the region’s status’ (p. 101).
These points are pertinent to a study of a town that has suffered the impacts of a natural
disaster, such as the impact of the Black Saturday bushfires on the town of Marysville,
Victoria.
Hystad & Keller’s framework notes that good communication in a disaster, between Tourism
Organisations and Emergency Organisations is important. In pre-disaster Hystad & Keller’s
framework suggests the development of a communication disaster strategy.
Ritchie’s framework suggests that at the strategic implementation stage, the development of
crisis communication strategy including use of a public relations plan, appointment of a
spokesperson; and use of crisis communication to recover from incidents is essential.
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Faulkner’s framework suggests communication at the pre-event and prodromal stage, where
the establishment of coordination/consultative and communicative systems take place and in
the prodromal stage to activate communication tree.

2.8 Summary
This Chapter has provided a review of the relevant academic literature, and, in particular, has
outlined the underlying theories of disaster recovery and identified the importance of disaster
and crisis management. Specific models for disaster recovery have been noted, and an outline
of the community recovery process and communication in disasters has been provided.
This research will investigate the complexity that surrounds disaster, and the variables that
have to be considered by tourism businesses in order to deal with disaster recovery. There has
been no research previous to this in linking community involvement. To fill this gap two
questions have been derived –
RQ1 – What tourism and local initiatives are important for recovery from disaster?
RQ2 – What community actions and behaviour are seen as important for recovery from
disaster?

The following chapter provides more details about the methods and methodology used in this
research, including a discussion of the case study context that forms the basis for this
research.
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CHAPTER THREE: RESEARCH DESIGN AND METHODOLOGY

3.1 Introduction
This chapter explains the methodological approach and methods used in this study and acts as
a link between the frameworks and literature discussed in the previous chapter, and the results
presented in the following chapter.

As well as providing a discussion of the principles of qualitative research, including the use of
a case study as a research strategy and interviews as a means of data collection, a clear outline
is provided of the steps taken in the research process and how these were designed to answer
this study’s research questions.

3.2 Research Design
Research design is concerned with finding answers to research questions. In any research it is
important to be conscious of the fact that the selection of an appropriate paradigm and
research design depends not only on personal taste and philosophy, but also on the nature of
the research questions, which are guided by the proposed aims and objectives of the research
itself (Pollit and Hungler, 1991).

Holloway and Wheeler (1996) claim that there is no such thing as the best method, rather an
appropriate relationship is needed between the issue in question and the method that will help
to shed light on it. As is outlined below, the two research questions addressing the issues
raised in the literature review are best answered by adopting a qualitative approach, which in
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this case will include a single method approach, using a case study as a focus, and interviews
as the primary form of data collection.
The research questions to be answered in this study are:
•

RQ1 – What tourism and local initiatives are important for recovery from disaster?

•

RQ2 – What community actions and behaviour are seen as important for recovery from
disaster?

3.3 Qualitative Research
According to Creswell (2009), qualitative research is a means for exploring and understanding
the meaning individuals or groups ascribe to a social or human problem. Creswell (2009)
goes on to say that qualitative approaches to data collection, analysis, interpretation and report
writing differ from traditional, quantitative approaches. Purposeful sampling, collection of
open-ended data, analysis of text or pictures, representation of data in figures and tables, and
personal interpretation of the findings all inform qualitative procedure. Qualitative research is
framed in terms of words and uses open-ended questions. Case studies are one of the types of
research strategies used in qualitative research, and qualitative researchers typically employ
inductive logic or reasoning, which involves arguing from the particular (data) to the general
(theory).

Creswell (2009) indicates that when writing a final report it should be flexible, and those
engaged in this enquiry support a way of looking at research in an inductive style, a focus on
individual meaning, and the importance of rendering the complexity of a situation.

Assumptions related to using a qualitative approach, including paradigm, methodology,
methods, data style and analysis, are listed in Table 9.
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Table 9 – Assumptions related to the qualitative approach
Method

Qualitative

Paradigm/Assumptions

Subjectivism, interpretivism, constructivism

Methodology

Ethnomethodology, phenomenology, ethnography, action research,
inductive, subjective, idiographic, intuitive

Methods

Small-scale, interviewing, observation, document analysis

Data Style

Narrative

Analysis

Thematic exploration

Source: adapted fro m O’Leary, 2004

3.4 Inductive Approach
This research uses the inductive approach, whereby analysing the data the codes, concepts and
theory are derived from the data. These inductive strategies are characteristic of qualitative
data analysis. Inductive approach provides a simple, straightforward approach for deriving
findings in the contgext of focused evaluation questions.

According to Thomas (2006), an inductive approach is used to:
(a) condense raw textual data;
(b) establish clear links between the evaluation or research objectives and the summary
findings derived from the raw data; and
(c) develop a framework of the underlying structure of experiences or processes that are
evident in the raw data.

The general inductive approach provides an easily used and systematic set of procedures for
analysing qualitative data that can produce reliable and valid findings. An inductive approach
was adopted in this research.
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3.5 Methodology and Methods
Consistent with the assumptions set out in Table 9, the methodology applied in this research is
inductive, with the methods, or tools, chosen for data collection are a case study and in-depth
interviews, with the resultant analysis and report drawing on emerging themes and a narrative
style.

3.5.1 Case Study
A ‘case’ can be an individual person, an event, social activity, group, organisation or
institution (Jupp, 2006) and case studies provide the investigator with the opportunity to
develop a meaningful interpretation of a real life event, including the organisation and
management process associated with the event (Yin, 1994).

Similarly, Creswell (2009)

suggests case studies are a strategy of inquiry in which the researcher explores, in depth, a
program, event, activity, process, or one or more individuals. Case studies can also be used to
test the applicability of an existing theory (Veal, 2006).

Yin (1994) outlines five components of a research design for case studies: a) a study’s
questions; b) its propositions, if any; c) its units of analysis; d) the logic linking the data to the
propositions; and e) the criteria for interpreting the findings.

The case that is the focus of this study is the 2009 bushfires in Marysville, Victoria, and how
the town, particularly the tourism businesses, recovered from this natural disaster.

As

outlined in Chapter One, Marysville is a small town, in the Shire of Murrindindi in Victoria,
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Australia. The town, which previously had a population of around 500 people and relied on
tourism is its primary industry, was devastated by the Black Saturday bushfires on 7 February
2009.

3.5.2 Interviews
Techniques commonly used in qualitative research include in-depth interviews, focus groups
and participant observation (Veal, 1997). In-depth interviews are usually conducted with a
relatively small number of subjects and the interview is guided by a checklist of topics rather
than a formal questionnaire. To explore the topic of recovery initiatives that emerge from
disasters, and identify important variables for the instrument design, in-depth interviews were
selected for this study as the qualitative technique that would best meet these objectives.

Twenty individuals who had been affected by the bushfires in 2009 were chosen to participate
as interviewees for the study, with the semi-structured interviews ranging from 15 minutes to
just over one hour. The research design relied on the participants providing an ‘explanation
of their situation and behaviour’ and attempted to get inside the minds of the participants and
understand their view of the recovery process (Veal, 1997). The nature of the interview
questions ensured that the sessions stayed focused but were also flexible enough to respond to
the participants’ different situations (Jennings, 2001).

Interviews have a number of advantages, with Judd, Smit and Kidder (1991) providing a
concise description of them as follows:
1. the interviewer is able to establish a rapport and motivate the respondent to answer
fully and accurately, thus contributing to the quality of the data obtained;

Chapter Three

39

2. the interviewer is able to notice and correct the respondent’s misunderstandings;
3. there is an opportunity to probe inadequate or vague responses;
4. the interviewer has some control over the environment or context, including the
biasing presence or absence of other people.

The interviews took place through various communication mediums, depending on the
industry participant’s work agenda. The preferred medium for conducting the interviews was
through face-to-face communication, but if this could not be arranged, over-the-phone
interviews were the alternative method of interviewing. No differences were apparent in the
interviews due to the method of interview, and therefore the variation in interview medium
was deemed suitable.

3.5.3 Sampling Technique
Snowball sampling was used to identify experts in this field. This is a non-probability
sampling technique where existing study subjects recruit future subjects from amongst their
acquaintances (Jennings, 2004). Thus, the sample group appears to grow like a rolling
snowball.

The number of participants gradually grew, providing sufficient data for the

research.

Almost all of the 20 interviews were conducted at the participant’s place of business, with
only five being conducted over the phone. All participants received a Participant Information
Statement, which included the aims of the project and the benefits of the research. It is also
outlined the participant’s role in the interview process and what the focus of the discussion
would be. The participants were told where the interview would take place and that it would
take approximately 60 minutes.
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Participants were asked if they agreed to have the interview recorded and were informed that
once the interview was transcribed it would be confidentially stored.

Before each face-to-

face interview, participants were provided with a consent form to examine and sign, based on
University of Canberra Ethics requirements. Where interviews took place over the phone, the
consent form was either emailed to them or read out to the participants.

The Participant Information Statement clearly stated that participants were able to remove
themselves from the study at any time. An interview is not any common conversation but, as
Jennings (2005) stressed, a conversation with purpose. To conduct a qualitative interview and
to truly hear people’s perspective involves skills beyond an ordinary conversation and, hence,
requires practice. Active and interpretative listening, as Jennings (2004) suggests, was used.
Active listening is listening with full attention, interacting and full engagement with the
conversation and providing feedback in the conversation (Jennings, 2004).

3.5.4 Selection of Participants
The participants in this study were the tourism operators, officers of local council’s tourism
section, caravan park owners, restaurant owners, hotel owners, and previous employees of
tourism business of Marysville. The potential participants were identified through advice
from partner organisations and were identified because they had been involved in the
rebuilding process of Marysville. At the end of each interview, interviewees were asked for
suggestions about other people who they thought should be interviewed as part of this
research, and then the interviewer followed up on these suggestions.
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The age and gender break-down of interviewees is provided in Table 10 and indicates that
there was an almost even split between male and female participants, and that most
participants were over 50 years of age.

Table 10 - Interview Participant
Overall

Female

Male

Age of residents

n = 11

n=9

1 between 29 and 49
19 Over 50

sample
n = 20

3.5.5 Recording of Interviews
All the interviews were recorded. Participants were also advised that they could request to
have the audio-recorder turned off at any stage during the interview and have specific sections
of the interview erased for the sake of confidentiality if requested. Digital recordings were
transcribed and the de-identified transcriptions were saved as computer files on a local drive.

3.5.6 Data Analysis
When transcripts of interviews were read, they were grouped into five themes and the
frequency with which that topic was mentioned was noted. Open coding was used during the
first phase of analysis. Open coding is the process of breaking down, examining, comparing,
conceptualising and categorising data (Gray, 2009).

3.5.7 Research Procedures
The research procedures for this thesis can be seen in Table 11 (procedural diagram), which
maps out the research process– qualitative data collection and analysis.
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Table 11 – Research Procedural Diagram
Phase One

Phase Two

Qualitative data collection

Qualitative data analysis

Procedures:

Procedures:

•

Convenience sampling: n = 20

•

Coding

•

One-on-one interviews

•

Thematic development

Products:

Products:

•

Field notes

•

Coded text

•

Transcripts

•

Themes

3.6 Validity and reliability of case studies
There are four aspects of validity and reliability, which can be used to give evidence to
accurate data analysis and accurate research findings (Yin, 1994). These are construct
validity, internal validity, external validity and reliability.

Construct validity is based on ensuring that the concepts being studied are operationalised
correctly and measured validly (Yin, 1994). In this research multiple sources of data have
been used for triangulation purposes to provide construct validity to the study. These multiple
sources will are interview transcripts and notes.

Yin (1994) defines internal validity as establishing a causal relationship whereby certain
conditions are shown to lead to other conditions, as distinguished from a spurious
relationship. Yin (1994) also mentioned that this aspect of validation is only required for an
explanatory study. This type of validity is, therefore, not relevant to this study.
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External validity refers to the extent to which the results of the study can be generalised into
other populations. In case study research, external validity becomes the most critical feature
of the study owing to the fact that generalisation of the research results to other populations is
difficult (Yin, 1994).

Reliability refers to the extent to which a study can be repeated with the same results.
Reliability refers to ‘demonstrating that the operation of a study, such as the data collection
procedures, can be repeated with the same result’ (Yin, 1994, p 33). There is, however, a way
to check the reliability measure of qualitative-type research, which is by demonstrating a fit
between what the researcher records as data and what actually occurs in the natural setting
that is being researched (Bogdan & Biklen, 1982).

3.7 Ethical Considerations in this Case Study
Before commencing data collection in the field, completion of all ethical requirements was
undertaken. According to (Veal, 1997) at all times participants should be protected from
harm. The University of Canberra Committee for Ethics and Human Research approved the
application to conduct this research with human subjects. The research followed requirements
determined by University policy and the National Statement on Ethical Conduct in Research
involving Humans.

There are at least two ethical issues that can be taken into consideration when conducting a
research study.

First, it is an ethical issue whether a study contributes towards the

researcher’s professionalism (Kayrooz & Trevitt, 2005). Second, it is an ethical issue to
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ensure that the researcher protects the rights of the participants and at the same time also to
protect the standing in the scientific community (Jennings, 2001).

3.8 Limitations
As a qualitative methodology was used in this research, it is not representative of all
businesses in Marysville’s attitudes and management decisions relating to the disaster
recovery strategies to plan and respond to disasters. The small sample size was therefore an
identified limitation to the study, and did not allow assumptions to be generalised. It did
however, satisfy the aim of the study and contribute to existing literature on the topic.

3.9 Summary
This chapter has explained the research design, methodological approach and methods
adopted in this research, including the principles of qualitative research. Ethical
considerations and limitations of the study were also presented.

The following chapter presents the findings of the research, showing that results of the
interviews the themes that were identified through this process.
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CHAPTER FOUR: FINDINGS

4.1 Introduction
This chapter will present the findings from the interviews, which are presented in line with the
methodological descriptions detailed in the previous chapter, and placed in context of the
recovery actions that took place in immediately after the Black Saturday fires in 2009.
Interviews were conducted to develop a greater understanding of what the businesses of
Marysville felt and understood about actions taken in relation to disaster recovery, and to
answer the two research questions:
•

RQ1 – What tourism and local initiatives are important for recovery from disaster?

•

RQ2 – What community actions and behaviour are seen as important for recovery
from disaster?

This chapter also explains the relevance of the case study findings to literature that was
reviewed in Chapter Two, providing a greater context for the results.

4.2 Marysville Disaster
Although an overview of the 2009 Victorian bushfires and the impact on Black Saturday on
the Victorian town of Marysville was provided in the introductory chapter of this thesis, and
to a lesser extent the methods section of Chapter Two, more details on the actual disaster
recovery actions that took place immediately after the fires are provided here. In this way
findings from the interviews can be directly linked to what was happening in Marysville at the
time, and how they responded to these actions.
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On 16 February 2009 the Victorian Government established the 2009 Victorian Bushfires
Royal Commission (the Commission). According to the Commission’s Final Report (2009),
Black Saturday wrote itself into Victoria’s history with record-breaking weather conditions
and bushfires of a scale and fierceness that tested human endurance and deeply affected the
Victorian people and the landscape (see Section 1.3 Background to the Study: Victorian
Bushfires 2009).

Of course Marysville was not the only town impacted by the fires, with numerous fires
breaking out across Victoria on Black Saturday. Eight of these were particularly destructive:
the Beechworth, Bendigo, Bunyip, Churchill, Horsham, Kilmore East, Lynbrook and
Murrindindi fires, with Marysville being included in the Murrindindi fires.

Table 12

illustrates the progress of the fires on Black Saturday, and its impact on Marysville starting
with the loss of power at 5:15pm (adapted from Royal Commission Final Report).

Table 12 – Progress of Black Saturday Fires
Time

Incident

1500

Fire reported at Murrindindi Mill

1630

Spot fires were reported in the Narbethong area

1715

Electrical power was lost in Marysville

1800

Unsuccessful back burn was attempted near Falls Road

1830

Advancing main fire towards Marysville

1850

The town became under severe ember attack from forested areas, the town water supply
failed, most of the structures in the central part of Marysville were destroyed, along with
many vehicles.
Fires reached Buxton and travelled to Taggerty.

1930

Source: adapted fro m Royal Commission Final Report (2010)
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4.3 Commencement of Recovery
Murphy and Bayley (1989) indicate that recovery commences after the emergency period
when essential services are restored, basic needs have been addressed and aftershocks have
ceased. Recovery for people, communities and the environment is difficult and requires a
long-term approach. This process was facilitated by the Victorian Bushfire Reconstruction
and Recovery Authority, which was established on 10 February 2009.

4.4 Community Role in Recovery
According to Victorian Bushfire Reconstruction and Recovery Authority (the Authority)
(2011), the Authority understood the significant challenges involved in engaging bushfireaffected communities in making decisions about their recovery (p. 48):
•

‘With communities traumatised, disrupted and dispersed by the impact of the
bushfires, it would be difficult for individuals to engage meaningfully on community
rebuilding decisions when they were primarily focused on their own personal
recovery.

•

It would be a challenge to identify and encourage leaders with the necessary skills and
legitimacy to come forward to represent the full range of views and interests across
their communities and to gain agreement on the prioritisation of recovery projects.

•

There was limited understanding within communities about how the Community
Recovery Committees (CRCs) should be formed what they were intended to do and
what authority they had relative to local councils and government agencies in
developing community recovery plans.

•

Communicating effectively with their own communities and with agencies and
organisations that were trying to support their recovery was an important function for
the CRCs.’

The Authority began contact with bushfire-affected communities with a series of meetings
across Victoria.
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According to the Authority (2011, p.49),
‘The bushfires placed significant stress on people that manifested in different
ways. While individual reactions varied, research and experience indicate that the
following factors influence how individuals are affected by emergency events:
•

Widespread death and destruction particularly where people face imminent
death;

•

High levels of personal loss (loved ones, possessions, personal injuries, farm
animals, places to which people felt a social attachment);

•

Long term disruption to the physical environment and community systems;

•

Lower socio-economic status;

•

Age (both the old and the young);

•

Gender (women and men are often affected differently);

•

People with less effective social networks.’

In the Authority’s report, it noted that a disaster, such as the 2009 bushfires, induces stress in
its own right, but this increases with effects such as forced relocation, job loss and uncertainty
about the future.

The Authority’s Community Engagement Strategy was built on the

principles developed as part of its Strategic Recovery Framework for successful engagement
of communities in recovery and rebuilding (2011, p.49), and included:
‘a) involving communities in all aspects of decision making while recognising that
people are at different stages of recovery;
b) providing resources to enable community members to participate;
c) encouraging community leaders to take great responsibility;
d) monitoring progress and ensuring all parts of the community are reached.’

4.5 Temporary Villages
On 4 March 2009, the Premier, John Brumby, announced that the Victorian Government
would help households that lost properties in the bushfires to establish temporary living
arrangements (Victorian Bushfire Reconstruction and Recovery Authority, 2011).

A
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temporary village was established in Marysville to allow people to remain in their local
community while they made longer term living arrangements. The Authority (2011, p. 141)
noted that, while having few models to act as a guide, they recognised that a number of issues
needed to be considered in establishing temporary villages, including:
•

‘To minimise the stress already being experienced by residents, the
villages needed to cater for different housing situations, factoring in
household size, age, special needs, accessibility and pets.

•

Consideration needed to be given to the optimum size of villages.

•

Strong leadership and active engagement with all stakeholders would be
critical to the expedited establishment of villages.’

Table 13 sets out the details of the Marysville Temporary Village. The site was a Christian
camping and conference centre owned by ESA Christian Ministries. The temporary village
had 94 units.

Table 13 – Marysville Temporary Village
Use before bushfires

Christian camping and conference centre

Land owner

ESA Christian Ministries

Size of site

7.44 hectares

Number of units

94

Lease arrangements

Site leased to Murrindindi Shire Council to March 2012

Transition
arrangements

Explore options for transition of the site, considering the wishes of the
landowner and the needs of residents and the local community

Source: Victorian Bushfire Reconstruction and Recovery Authority, p. 144
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4.6 Addressing Marysville’s Tourism Business
Approximately 530 properties and 95 per cent of retail businesses in the Marysville area were
lost, with the commercial centre of Marysville virtually destroyed. The primary school,
retirement village, community centre, post office, medical centre and police station were
ruined, as well as a large number of accommodation places, including the conference centre
and historic guesthouse. The Australian and Victorian Governments provided support to
regional tourism operators who were been affected economically by the bushfires through a
$10 million Tourism Industry Support Package. This package was delivered between March
2009 and June 2011 and included support for cooperative marketing and brand rebuilding, to
bring forward postponed events, and to assist with the enhancement and development of
tourism and visitor facilities (Australian Government, 2011).

4.7 Image and Media Messages
The impact of the media reporting on the destination image and public perceptions of the
Victorian bushfires was a significant issue. Walters and Mair (2012) undertook a study of the
effectiveness of post-disaster recovery marketing messages using the case of the 2009
Australian Bushfires.

In their study they provided effective means of communicating with

the tourism market in the event of a disaster and suggested that campaigns that use celebrities
to promote the destination may have the best chance of encouraging return visitation
following a disaster. They also noted that messages should be welcoming and tourists should
feel they are not intruding.

In the case of the Marysville, the most common message used was, ‘open for business’, which
performed relatively badly, especially when Marysville was still in the recovery stage.
Walters and Mair (2012) reported that marketing and promotion should not cease for any
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period following a disaster, but a destination should continue to encourage tourists to come
back.

There are a range of tourism disaster recovery messages that are used to communicate with
potential visitors (Walters & Mair, 2012), and these are set out in Table 14 below.

Table 14 – Commonly Employed Tourism Disaster Recovery Messages
Type of Message

Authors

Business as usual: ‘open and ready for business’

Scott et al. (2008), Sanders et al. (2008) Prideaux
et al. (2008), Carlsen & Hughes (2008), Cioccio
& Michael (2007), Armstrong & Ritchie (2008)

Community readiness: ‘We are ready to welcome
you’

Robinson & Jarvie (2008), Walters & Clulow
(2010) Carlsen & Hughes (2008), Armstrong &
Ritchie (2008)

Solidarity messages: ‘by visiting you are helping
the Maldives recovery’

Avraham & Ketter (2008), Ritchie (2008),
Chacko & Marcell (2008)

Celebrity endorsement
Restore confidence and change misperceptions:
‘heart’s still going strong’; ‘never better’

Lehto et al. (2008), Armstrong & Ritchie (2008),
Scott et al. (2008), Prideaux et al. (2008)

Spinning the unsafe image into assets – see us in
a new light, rejuvenation; highlight the beauty of
a regenerating land, etc.

Avraham & Ketter (2008), Chacko & Marcell
(2008), Sanders et al. (2008)

Curiosity enhancement – ‘come, see for yourself’

Sanders et al. (2008), Lehto et al. (2008),
Avraham & Ketter (2008)
Sanders et al. (2008)
Carlsen & Hughes (2008)

Short-term discounts/price reductions
Guest/visitor testimonials
Source: Walters and Mair, 2012)
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4.8 Findings from the Interviews
Data from the interview process is presented in this section. The quotations are taken directly
from the transcribed interviews and are presented here in an anonymous format to ensure
confidentiality.

Five themes emerged from the 20 interviews: media; infrastructure;

economics and employment; trust and sense of community; and communication.

4.9 Participants
The participants who agreed to participate in the qualitative research study included tourism
operators, business owners and employees of the tourism section of the local council in the
case study area, Marysville, Victoria. These participants were included as they represented
the perspective of particular business owners. Small tourism business owners and the local
council were initially targeted and then the sample grew through the use of the snowballing
sampling technique. The participants were carefully chosen to gain comprehensive data and
deepen knowledge about the tourism situation before and after the bushfires in Marysville,
Victoria. In order to preserve anonymity of these participants, their names are omitted.

4.10 Participant Responses
Participant responses to individual questions were categorised into themes before being
represented in the writing-up process. Five main themes emerged as a logical framework
from the data: media; infrastructure; economics and employment; trust and sense of
community; and communication. Table 15 below outlines the two research questions, the
interview questions and the main themes.
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Table 15 – Research Questions and Main Themes
Interview
Questions

Responses

Main Themes

Research Question 1
What tourism and local initiatives are important for recovery from disaster?

‘It is important to put the right message out,” and “we need more
advertising of the area.’
‘We spent 4 days at the Melbourne Leisure fest, marketing there
and it is quietening down during the week.’
How does the
region recover?

Media
‘Media on the most have been good; we get the odd occasional
negative story which is not beneficial.’
‘Well we decided that all our advertising and marketing
material was eight years old and it needed to be upgraded, so we
spent quite a bit of money on marketing and advertising.’
‘So we’re in a catch-22 situation, the tourists are still saying,
‘Should we come back?’
‘So it’s getting people back up here for the walks, and the beauty,
and the river, and the falls; and Lake Mountain have changed
their marketing strategy as well, and become more family
orientated, so this year they had very little snow, but fantastic
figures.’
‘Businesses need to be confident that if they rebuild the tourists
will come back and tourists being confident that if they come here
they are going to get what they need.’
‘You cannot close the door you have to keep trying, our town is
slowly coming back.’
‘It has been hard, we are trying to get our businesses back up
and running again but have also had to help other businesses out
(word of mouth etc.)’

How does
tourism help in
the disaster
recovery?

‘Marysville was tourist town; it’s black and white. There was no
question either way. That’s the only reason this town survives, is
tourism.’

Infrastructure

‘We need a lot more accommodation, and the tourist bodies are
doing their darnest to get everything up and happening again.’
‘We definitely need more, Marysville’s been a very positive town,
but we need more of everything. We need more restaurants, we
need more accommodation. It’s a fantastic town to be in we all
work together, but we need each other. Shops need us, we need
the shops, the restaurants need us, we need the shops.’
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What do we need
to strengthen
Tourism?

‘At the end of the day there isn’t anybody here that isn’t affected
some way or other by tourism, right down to the motor mechanic,
he needs the tourist businesses to send their car to him for
business. Tourism is our industry here.’

Economics and
Employment

‘Marysville is made up by the tourism. We’ve lost so many
guests, but tourism at the moment is about the only thing we’ve
got going.’
‘Well, the government gave us $1.7 million. That’s over a four
year period. So we have – it’s managed through the Yarra Valley
Tourism Board, because we’re in the Yarra Valley tourism area;
and there’s a committee, and somebody that works part time on
that as well. So that’s a bit of a process that we’re working our
way through, ‘How do we get out there and use that money
appropriately, bring events into town’. There’s been a lot of
events have come in over the last three years.’
‘With the electricity and rates we are virtually hanging on by the
fingernails at the moment.’
‘We do not have enough work for the people in the area and there
is not enough to bring people back.’
‘My business is more or less dependent on local trade, but
unfortunately we lost our residents.’
‘If you come and buy a cup of coffee that fellow has a job.’
‘We need a pub in the town and the conference centre which
would give employment, more business people need to come
here.’

Research Question 2
What community actions and behaviour are seen as important for recovery from disaster?

How has the
disaster changed
how people work
together?

‘Everyone was so desperate. And I reckon they did the best job
they could, the Salvation Army. Yes, a lot of people got money
that they didn’t deserve, but hey, at the end of the day there’s
enough money donated from Australia and over the world wide,
ten times fold to put everybody in this bloody community back on
track.’

Trust and Sense of
Community

‘At the end of the day there’s also always going to have conflicts
that are this person got that, and they weren’t entitled to it. At
the end of the day it’s about moving on, getting your life together
again, and change.’
‘Look we used to have a good community feeling. Since the fires
I must admit my own personal feeling, I’m very careful who I
trust nowadays. Because see we saw a whole different side of
people.’
‘But you will get your whingers. You will get your whingers of
woe is me, and those people that woe is me, you’ll find that they
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are probably the richest of all.’
‘…We’ve set up The Men’s Shed at my place because we had a
suicide situation to try and help those people. We started off with
four members at The Men’s Shed nearly three years ago back, we
now have 60 registered members.’
‘At the end of the day a lot of people that lived up here were older
people and of course they retired here when they were 60, say
they’re 80, and of course they built 20 years of beautiful gardens
and trees and then the fires came and wiped it all, and they’re too
old to start again, so those old people actually sold up and went
to town, so to speak, because it was easier for them.’
‘Mostly anybody over 50 will never recover emotionally, people
have had houses rebuilt or relocated slightly and so on and the
regret and the loss is just too deep. They will be stuck with that
forever and a day.’
‘Then we got new families coming in, younger, new families that
want to support our community and our primary schools.’
‘They didn’t listen to the community, they just built this thing that
doesn’t really work, but the lines are working together so we can
get things that… there’s no storage, they’ve got a hundred person
convention centre thing there with no commercial kitchen, a no
brainer but it’s very hard because then, I’m saying it to you, but
if I said it out in public ‘oh well, what are you complaining
about? You’ve got this amazing building across the road.’
‘To help, because there were a lot of people that just were so
touched. People spread themselves around to come to try to help.
There was one particular one that came up to us, because we’re
on top of a mountain. We had a company that brought their staff
up. They were obviously white collar workers, but under the
Habitat for Humanity they came up and they just scraped up
burnt logs, or they tried to construct a little wall for us.’
‘People came up to do fencing because some of the properties out
of town that had animals – we had animals wandering on the
road.’
‘The generosity of Australia was overwhelming; all that stuff
could have gone to a third world country.’
‘So the community probably worked its way out in relation to
those that were coping maybe a little bit better than others. And
got involved in some of the community reactions in relation to
community groups and recovery groups and obviously started to
have a voice and an opinion on how things you know could be
better in the future and what we’d like to see happen. So I think
from that perspective yeah it was not all love and kisses and you
know certainly a good bit fractured, there’d be fractured
relationships that would still be there that have occurred since
the fire and as a result of the fire that people won’t heal from.’
‘I don’t think it’s been all love and kisses by any stretch and for
the magnitude of the fact of what’s happened and because every
person carries a different size suitcase around after the fire and
every person had a different set of problems inside the suitcase
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and you couldn’t possibly fix every person’s problem and issue
that they had going on in their personal life or their business life
or whatever.’
‘Men are a bit insular, the men never talk, and they don’t say
much, my son was actually in the fire, he is a fire fighter and he
saw things that nobody should ever see.’
‘Wives are not coping things are getting frustrating.’
‘A lot of money was wasted on unnecessary crap because by
bringing in all these officials and all these people getting high
paid rates, you know high paid jobs for looking after and
managing things, the money could have been used a bit better for
other things.’
‘As part of the recovery, a lot of people moved in to help us
recover, to get through it. What I found was that those people
didn’t understand when it was time to leave. So as part of the
recover process, after any disaster, whoever comes in needs to
work out what their exit plan is before they move in.’
“I know that I went through stages of growing up, after that
period, and I very vividly know when I went through my teenage
rebellious stage, where it started to annoy me that there was
people still telling me what to do. And instead of saying, “How
are you coping with that?”, “How are you dealing with that?”,
“What do you want us to do?”, they were still saying, “You need
to do this”.”
‘I am feeling better, I used to have these downs, and I would
recognize them now, sometimes we would go away.’
‘We meet as a social type of thing for a cup of coffee and had
something to talk about.’
‘Everything good comes out of something bad, at the end of the
day Marysville is a brand new town now, it has got a lot more
beautiful.’
‘I can see change and I can see what has gone right and what has
gone wrong.’

To improve
working together
what needs to be
done?

‘Any small town has its own politics, it had its own politics prior
to the fire, and it still has the same politics afterwards.’

Communication

‘I think its strengthened people’s bond to look after one another,
and because when people come into, say, our shops, we say to
them, “Now, have you been to the Sculpture Garden? Have you
been to Crystal Journey out of town? Have you been and
checked out Leonie – her bits of mosaics in the middle of the
supermarket area? We’ve got lovely gifts at the Post Office.” So
you support one another by promoting not only your own
business...’
‘I think we all did before the fire, I think we’re a lucky town and
most people are working together. For me, I feel like the ones
who aren’t prepared to work together, I won’t work with and
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that’s sounds harsh but I sort of feel like there’s so many good
people in this town and if we can’t work together now well, what
can you do.’
‘But you need to be involved in something, to be part of how it’s
going to be rebuilt. We do have people that just sit in the
background and say, ‘This is not good enough’, but then they
don’t do anything, and that’s frustrating.’
‘So the important thing is to get involved, and have your say, and
put your backbone in it and help out and make it all work. And
then working out how those groups can talk to each other as
well; and we’re working on that.’
‘So that’s certainly something that people like myself, and a
number of other groups are working on: how do we get together
and work better together, and communicate with each other and
don’t go and bag one of the other groups, but you work with
them, or if you find that that group is doing something on that
particular weekend, don’t go and do something against it.’

RQ1: What tourism and local initiatives are important for recovery from
disaster?
Three themes were identified that assist in answer the research question, ‘What tourism and
local initiatives are important for recovery from disaster?’: media, infrastructure, and
economics and employment. A discussion of each of these themes, and the relevant responses
from interview participants, are provided below.

Theme 1: Media
Participants commented that they were motivated by change and rebuilding their lives was
exciting and a chance to move forward. The media had played a big part in bringing the
people back to Marysville and participants were concerned that the right message was given.
The government assistance and the right advertising have helped in the recovery process, but
participants had commented on the prolonged negative media attention and the impacts it had
had on Marysville.
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‘It is important to put the right message out” and “We need more advertising of
the area.’
‘We spent 4 days at the Melbourne Leisure fest, marketing there and it is
quietening down during the week.’
‘Media on the most have been good; we get the odd occasional negative story
which is not beneficial.’
‘Well we decided that all our advertising and marketing material was eight years
old and it needed to be upgraded, so we spent quite a bit of money on marketing
and advertising.’

Some business owners felt that the situation has never really recovered and that tourists have
become wary of visiting at all during the summer due to the possibility of more fires and,
furthermore, people are not moving to the area because of the fire danger. Participants had
commented on the lack of forward recovery planning and commented that all tourism
businesses had experienced impacts on their businesses.
‘So we’re in a catch-22 situation, the tourists are still saying, “Should we come
back?”’
‘So it’s getting people back up here for the walks, and the beauty, and the river,
and the falls; and Lake Mountain have changed their marketing strategy as well,
and become more family orientated, so this year they had very little snow, but
fantastic figures.’

Some participants had commented that people had moved away as they lacked confidence that
things would be the same again and that the right message would get to tourists.
‘Businesses need to be confident that if they rebuild the tourists will come back
and tourists being confident that if they come here they are going to get what they
need.’

Participants commented that change was good and they needed to have a positive attitude.
‘You cannot close the door you have to keep trying, our town is slowly coming
back.’
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‘It has been hard, we are trying to get our businesses back up and running again
but have also had to help other businesses out (word of mouth etc.).’

Theme 2: Infrastructure
Participants commented that businesses took longer to recover, because of the rebuilding of
infrastructure. Tourism businesses believed that business had still not returned to normal.
Had the tourists returned sooner, the tourism businesses would have come back more quickly.
‘Marysville was tourist town; it’s black and white. There was no question either
way. That’s the only reason this town survives, is tourism.’
‘We need a lot more accommodation, and the tourist bodies are doing their
darnest to get everything up and happening again.’
‘We definitely need more, Marysville’s been a very positive town, but we need
more of everything. We need more restaurants, we need more accommodation.
It’s a fantastic town to be in we all work together, but we need each other. Shops
need us, we need the shops, the restaurants need us, we need the shops.’

Theme 3: Economics and Employment
Tourism was the primary industry of Marysville. Prior to the fire it contained numerous
cafes, art galleries, restaurants and craft shops. The main employment was in tourism.
‘At the end of the day there isn’t anybody here that isn’t affected some way or
other by tourism, right down to the motor mechanic, he needs the tourist
businesses to send their car to him for business. Tourism is our industry here.’
‘Marysville is made up by the tourism. We’ve lost so many guests, but tourism at
the moment is about the only thing we’ve got going.’
‘Well, the government gave us $1.7 million. That’s over a four year period. So
we have – it’s managed through the Yarra Valley Tourism Board, because we’re
in the Yarra Valley tourism area; and there’s a committee, and somebody that
works part time on that as well. So that’s a bit of a process that we’re working our
way through, ‘How do we get out there and use that money appropriately, bring
events into town’. There’s been a lot of events have come in over the last three
years.’
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Businesses were impacted by the fires, with impacts being both immediate and longer term,
depending on the type of business. Many businesses in the region rely heavily on tourism and
suffered from a loss of income because of the fires.
‘With the electricity and rates we are virtually hanging on by the fingernails at the
moment.’
‘We do not have enough work for the people in the area and there is not enough
to bring people back.’
‘My business is more or less dependent on local trade, but unfortunately we lost
our residents.’

Participants commented that some effects of the disaster only became obvious after a year or
longer. Participants also commented on their economic hardship and that most were living
under stress for a long period, which was causing poor health and depression.
‘If you come and buy a cup of coffee that fellow has a job.’
‘We need a pub in the town and the conference centre which would give
employment, more business people need to come here.’

RQ2: What community actions and behaviour are seen as important for recovery
from disaster?
Two themes were identified through interviewees’ responses that assist in answering the
second research question, ‘What community actions and behaviour are seen as important for
recovery from disaster?’ These themes are: trust and sense of community, and
communication.
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Theme 4: Trust and Sense of Community
Most residents were frustrated with the progress of the rebuild. They also commented on the
desperation and greed of people in the community and after the fires were careful who they
trusted.
‘Everyone was so desperate. And I reckon they did the best job they could, the
Salvation Army. Yes, a lot of people got money that they didn’t deserve, but hey,
at the end of the day there’s enough money donated from Australia and over the
world wide, ten times fold to put everybody in this bloody community back on
track.’
‘At the end of the day there’s also always going to have conflicts that are this
person got that, and they weren’t entitled to it. At the end of the day it’s about
moving on, getting your life together again, and change.’
‘Look we used to have a good community feeling. Since the fires I must admit my
own personal feeling, I’m very careful who I trust nowadays. Because see we saw
a whole different side of people.’
‘But you will get your whingers. You will get your whingers of woe is me, and
those people that woe is me, you’ll find that they are probably the richest of all.’

People who had good support networks and could talk about the fires were the people who
coped best.

Support networks also enabled people to talk, and those who were able to talk

were also seen to have coped best with their experience.
‘…We’ve set up The Men’s Shed at my place because we had a suicide situation
to try and help those people. We started off with four members at The Men’s Shed
nearly three years ago back, we now have 60 registered members.’

Participants commented that people over 50 years of age would find it difficult to recover
emotionally, and that a large proportion of the community was made up of retired people, who
had were well established in the area. The majority of these people did not rebuild and had in
most cases moved away.
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‘At the end of the day a lot of people that lived up here were older people and of
course they retired here when they were 60, say they’re 80, and of course they
built 20 years of beautiful gardens and trees and then the fires came and wiped it
all, and they’re too old to start again, so those old people actually sold up and
went to town, so to speak, because it was easier for them.’
‘Mostly anybody over 50 will never recover emotionally, people have had houses
rebuilt or relocated slightly and so on and the regret and the loss is just too deep.
They will be stuck with that forever and a day.’
‘Then we got new families coming in, younger, new families that want to support
our community and our primary schools.’

Participants commented that to help people cope during and after the fires, it was important to
have a place to get together. The rebuilding of the community hall was a common project in
the region. However, participants felt they were not listened to in the construction of the
community centre.
‘They didn’t listen to the community, they just built this thing that doesn’t really
work, but the lines are working together so we can get things that… there’s no
storage, they’ve got a hundred person convention centre thing there with no
commercial kitchen, a no brainer but it’s very hard because then, I’m saying it to
you, but if I said it out in public ‘oh well, what are you complaining about?
You’ve got this amazing building across the road.’

Participants noted the generosity of local businesses and charities, who worked directly with
families and people who had lost property, and local businesses who were generous in
donating items to individual and community groups.
‘To help, because there were a lot of people that just were so touched. People
spread themselves around to come to try to help. There was one particular one
that came up to us, because we’re on top of a mountain. We had a company that
brought their staff up. They were obviously white collar workers, but under the
Habitat for Humanity they came up and they just scraped up burnt logs, or they
tried to construct a little wall for us.’
‘People came up to do fencing because some of the properties out of town that
had animals – we had animals wandering on the road.’
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‘The generosity of Australia was overwhelming; all that stuff could have gone to a
third world country.’

The impact of the fires was worse for people who were directly affected by the disaster.
Participants commented that they were extremely stressed as fires approached, particularly if
they had little of experience with bushfires.

Participants noted that everyone coped

differently and some coped better than others.
‘So the community probably worked its way out in relation to those that were
coping maybe a little bit better than others. And got involved in some of the
community reactions in relation to community groups and recovery groups and
obviously started to have a voice and an opinion on how things you know could be
better in the future and what we’d like to see happen. So I think from that
perspective yeah it was not all love and kisses and you know certainly a good bit
fractured, there’d be fractured relationships that would still be there that have
occurred since the fire and as a result of the fire that people won’t heal from.’
‘I don’t think it’s been all love and kisses by any stretch and for the magnitude of
the fact of what’s happened and because every person carries a different size
suitcase around after the fire and every person had a different set of problems
inside the suitcase and you couldn’t possibly fix every person’s problem and issue
that they had going on in their personal life or their business life or whatever.’

The people who were fighting the fires were also seen to be affected, not only through the
physical and mental stress of days of firefighting, but through the responsibility they felt for
their communities.
‘Men are a bit insular, the men never talk, and they don’t say much, my son was
actually in the fire, he is a fire fighter and he saw things that nobody should ever
see.’
‘Participants noted that there were a number of people expressing their need for
support both during and after the fires. Women in particular were frightened and
were not coping. Some women had left their husbands to rebuild alone.’
‘Wives are not coping things are getting frustrating.’
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Most of the participants interviewed said that they did not have trust in the government
because of regulations and that they constantly felt frustrated. Participants commented on the
officials that were brought in to help with the recovery did not have an exit plan and had
found it frustrating to be constantly told what to do.
‘A lot of money was wasted on unnecessary crap because by bringing in all these
officials and all these people getting high paid rates, you know high paid jobs for
looking after and managing things, the money could have been used a bit better
for other things.’
‘As part of the recovery, a lot of people moved in to help us recover, to get
through it. What I found was that those people didn’t understand when it was
time to leave. So as part of the recover process, after any disaster, whoever
comes in needs to work out what their exit plan is before they move in.’
‘I know that I went through stages of growing up, after that period, and I very
vividly know when I went through my teenage rebellious stage, where it started to
annoy me that there was people still telling me what to do. And instead of saying,
“How are you coping with that?”, “How are you dealing with that?”, “What do
you want us to do?”, they were still saying, “You need to do this”.’

Participants were positive about where they wanted to go and what they wanted to do. They
noted that they needed the support of others to get through the disaster and that they are
slowly recovering.
‘I am feeling better, I used to have these downs, and I would recognise them now,
sometimes we would go away.’
‘We meet as a social type of thing for a cup of coffee and had something to talk
about.’
‘Everything good comes out of something bad, at the end of the day Marysville is
a brand new town now, it has got a lot more beautiful.’
‘I can see change and I can see what has gone right and what has gone wrong.’
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Theme 5: Communication
Participants felt that good communication during the fire event was helpful to their feelings of
confidence and safety, and their ability to fight the fire effectively. After the fires participants
commented that it was important to have their say and to be involved in how things were
being rebuilt. Participants commented they needed to communicate with others about their
own businesses, as well as other businesses in the region.
‘Any small town has its own politics, it had its own politics prior to the fire, and it
still has the same politics afterwards.’
‘I think it’s strengthened people’s bond to look after one another, and because
when people come into, say, our shops, we say to them, “Now, have you been to
the Sculpture Garden? Have you been to Crystal Journey out of town? Have you
been and checked out Leonie – her bits of mosaics in the middle of the
supermarket area? We’ve got lovely gifts at the Post Office.” So you support one
another by promoting not only your own business...’
‘I think we all did before the fire, I think we’re a lucky town and most people are
working together. For me, I feel like the ones who aren’t prepared to work
together, I won’t work with and that’s sounds harsh but I sort of feel like there are
so many good people in this town and if we can’t work together now well, what
can you do.’
‘But you need to be involved in something, to be part of how it’s going to be
rebuilt. We do have people that just sit in the background and say, ‘This is not
good enough’, but then they don’t do anything, and that’s frustrating.’
‘So the important thing is to get involved, and have your say, and put your
backbone in it and help out and make it all work. And then working out how those
groups can talk to each other as well; and we’re working on that.’
‘So that’s certainly something that people like myself, and a number of other
groups are working on: how do we get together and work better together, and
communicate with each other and don’t go and bag one of the other groups, but
you work with them, or if you find that that group is doing something on that
particular weekend, don’t go and do something against it.’

A summary of the above impacts to tourism businesses is shown at Table 16 – Positive and
Negative Impacts to Tourism Businesses, which illustrates the positive and negative impacts
the fires had on the five main themes.
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Table 16 – Positive and Negative Impacts to Tourism Businesses
Positive

Negative

Media

Media profile due to bushfires

Focus on bushfire impacts

Infrastructure

Refurbishment of infrastructure

Economics and Employment

Government support
Allocation of resources

Slow rebuilding of
infrastructure
Reduction of investment in
infrastructure
Loss of income
Living with stress causing poor
health and depression

Trust and Sense of Community

Community Spirit
Working together

Communication

Good communication feeling
confident and safe
Being involved and having a say

Not working together
Allocation of resources to
tourism businesses
Lack of communication during
bushfires

4.11 Discussions of the Findings
Many people have a role in what happens after disasters, but governments at all levels have
particularly significant roles.

For example, they can play a major leadership role by

developing and implementing effective, risk-based land management and planning
arrangements. And consistent with this, governments should also have clear and effective
education systems so people understand what options are available to them and what the best
course of action is in responding to a disaster as it approaches. It is also the responsibility of
the government to support individuals and communities in preparing for disasters and
ensuring that the most effective, well-coordinated response from our emergency services and
volunteers is employed when disaster hits. Lastly, governments must work in an efficient,
compassionate way to help communities recover from devastation and to learn, and adapt
from the aftermath of disasters.
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Similarly, individuals need to take their share of responsibility for preventing, preparing for,
responding to and recovering from disasters. They can do this by drawing on the guidance,
resources and policies of government and other sources, such as community organisations.
Individuals need to be aware of the threats relevant to their community and follow
instructions as required.

They should also be involved in local community disaster or

emergency management arrangements.

4.12 Summary
This chapter has presented the results from the interviews with tourism stakeholders involved
in the recovery of the Black Saturday fires in Marysville, including the identification of five
themes of media; infrastructure; economics and employment; trust and sense of community;
and communication, and how these assist in answering the two research questions.

Key findings include the lack of forward recovery planning and that all tourism businesses
experienced some level of impact from the fires. The problems experienced by these
businesses appear to relate mainly to tourism recovery in the region, with negative media
attention being noted in particular.

The following, and final, chapter assesses to what levels the objectives of this study have been
achieved and the research questions answered, as well as discussing implications of the study
and recommending future areas of research.
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CHAPTER FIVE: CONCLUSIONS AND IMPLICATIONS

5.1 Introduction
This chapter revisits the original purpose of this study and discusses the extent to which this
has been achieved and provides conclusions and implications with regard to both research
questions. Limitations of the study are also noted, and recommendations for future areas of
research provided.

5.2 Research Purpose
The purpose of this study was to examine the recovery initiatives that emerge from disasters,
using a case study of tourism businesses affected by the 2009 Victorian bushfires, with the
specific aim of understanding the factors and elements that have impacted the recovery
following these 2009 bushfires in the Victorian town of Marysville. This purpose has been
achieved, as will be demonstrated in the discussion that follows in this, the final chapter of
this thesis.

5.3 Research Question 1 - Conclusions
RQ1 – What tourism and local initiatives are important for recovery from disaster?
The research has identified that media management was critical for aiding recovery following
the 2009 Victorian bushfires.

The tourism industry in Victoria conducted a marketing

campaign and tourism businesses used various communication tools to help in the recovery of
their businesses. As described in Chapter Two, Walters & Mair (2012), recommended that
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marketing and promotional activities should continue over the course of the disaster recovery
period and when marketing a destination, integrating celebrities should be considered.

To

bring tourism back to Victoria, a telethon was organised with more than 150 politicians,
musicians, sports stars and actors acting as ambassadors, answering telephones and taking
pledges. Among those stars were Australian celebrities Nicole Kidman and Keith Urban,
Kylie Minogue, Danni Minogue and Natalie Imbruglia.

According to Faulkner & Vikulov’s (2001) framework, at the Intermediate stage in a disaster
process, a media communication strategy is essential to ensure that the short-term needs of
people have been addressed and the main focus of activity is to restore services and the
community to normal. Hystad and Keller’s (2008) framework describes at the post-disaster
stage, the marketing response should be “fine tuned”.

Disruptions to tourism businesses and the effects on staff morale were significant, and to aid
recovery tourism businesses not only needed financial assistance, but also counselling and
mentoring.

In Faulkner & Vikulov’s (2001) framework, they describe their long-term

recovery stage as being the reconstruction and reassessment stage. In this stage, repair of
damaged infrastructure should take place, as well as rehabilitation of environmentally
damaged areas.

Counselling of victims is also essential and the restoration of

business/consumer confidence should be considered. The redevelopment and reopening of
infrastructure, especially the conference centre, accommodation, cafes and the schools aided
the recovery of Marysville.

However, because of the long duration of rebuilding this

infrastructure, Marysville has still not recovered fully. Most tourism businesses suffered
economic hardship and were living with stress for an extended period of time. In Faulkner &
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Vikulov’s (2001) framework the intermediate stage is the main focus of activity is to restore
services and the community to normal.

5.4 Research Question 2 - Conclusions

RQ2 – What community actions and behaviour are seen as important for recovery from
disaster?
This research found that there was a general lack of trust and that the sense of community
needed to be restored. The responses indicated that members of the community lacked trust
in the government and that the community needed well-developed and comprehensive support
networks to be able to cope.

As described in Chapter Two, Rubin’s (1985) framework,

illustrates the three elements are personal leadership, ability to act, and knowledge of what to
do. Community is defined in Chapter Two as “mutual interdependence among members,
sense of belonging, connectedness, spirit, trust, interactivity, common expectations, shared
values and goals.” Shklovskik et al. (2008, p. 128), illustrates, in Chapter Two, that disasters
affect not only the welfare of individuals and family groups, but also the well-being of
communities.

Tourism businesses can, and do, play a fundamental role in supporting a community’s
recovery from disasters. They provide resources, expertise and many essential services on
which the community depends. Businesses need to ensure that they are able to continue to
provide services during, or soon after, disaster.
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This research found a need for a communication plan during and after the fires. In this case
study, solid and well-constructed communication during the fire was helpful in enabling
community members to feel confident and safe. As described in Chapter Two, Walters and
Mair (2012) recommended post-disaster communications messages needed to be factual in
nature and provide an honest representation of the region’s status (p. 101). Also in Chapter
Two, Barton (1994, cited in Ritchie, 2003, p. 676), “the implementation of a strategic crisis
communication plan can help limit the damage from a crisis and allow an organisation to
concentrate on dealing with the crisis at hand”. In Ritchie’s, (2004) framework, he describes
one of the essential elements of the Strategic Implementation stage is a crisis communication
and control plan. This stage is where the development of crisis communication strategies
including use of a public relations plans and an appointment of a spokespersons should be
implemented.

5.5 Conclusions and Contribution
Based on the findings presented in the following conclusions can be made in relation to the
Victorian town of Marysville and the Black Saturday fires of 2009:
•

a communication plan is needed before, during and after a disaster;

•

there was a lack of forward recovery planning;

•

many businesses in the region rely on tourism, and many of these suffered from loss of
income.;

•

tourism businesses experienced impacts on their business, primarily linked to tourism
recovery in the region;
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•

negative media attention, and not getting the right message out, had an adverse impact
on tourism businesses, which was compounded by a lack of confidence that business
would return to normal because of media and negative messages;

•

the correct government assistance and appropriate advertising can help tourism
businesses in the recovery process; and

•

tourism businesses took longer to recover because of the slow rebuilding of
infrastructure and, had the tourists returned earlier, businesses would have come back
more quickly.

Considering the above conclusions, a framework for factors considering recovery initiatives
that emerge from disasters is presented below in Tables 17 and 18 – Recovery Initiatives.
Following overview is here -

Communication

Trust and sense
of community

Recovery

Economics and
Employment
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Table 17 – Recovery Initiatives - Research Questions 1
Three
Emerging
Themes

Participant Quotes

Recovery Initiatives

RQ1 – What tourism and local initiatives are important for recovery from disaster?
‘It is important to put the right message
out.’

Media

‘Media on the most have been good; we
get the odd occasional negative story
which is not beneficial.’

• To bring tourism back to
Marysville the right message must
be given by media. Media
management is critical for aiding
recovery.
• The right government assistance
and right advertising can assist in
the recovery process.

‘We need more restaurants, we need
more accommodation.’

• Tourism businesses need to return
back to normal quickly.

Infrastructure
• Redevelopment and reopening of
infrastructure assists in the
recovery.

Economics
and
Employment

‘…there is not anybody here that is isn’t
affected some way or other by tourism,
right down to the motor mechanic, he
needs the tourist businesses to send their
car to him ….’

• To aid recovery tourism businesses
need financial assistance,
counselling and mentoring.

‘If you come and buy a cup of coffee that
fellow has a job.’
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Table 18 - Recovery Initiatives - Research Questions 2
Two
Emerging
Themes

Participant Quotes

Recovery Initiatives

RQ2 – What community actions and behaviour are seen as important for recovery from disaster?

Trust and Sense
of Community

‘At the end of the day there’s also
always going to have conflicts that are
this person got that, and they weren’t
entitled to it. At the end of the day it’s
about moving on, getting your life
together again, and change.’
‘Look we used to have a good
community feeling. Since the fires I
must admit my own personal feeling,
I’m careful who I trust nowadays…’

Communication

‘So the important thing is to get
involved, and have your say, and put
your backbone in it and help
out…….and then working out how
those groups can talk to each other as
well and we are working on that.’

• Sense of community needs to be
restored.
• Community needs good support
networks to cope.
• Tourism businesses can play a
fundamental role in supporting a
community’s recovery, they can
provide resources, expertise and
many essential services.
• A good communication plan is
needed during and after the fires.

As demonstrated by the above conclusions, this research has provided a contribution to the
body of research in the area of disaster recovery and disaster management. In particular, by
investigating the complexity that surrounds disaster, and the variables that have to be
considered by tourism businesses in order to deal with disaster recovery, this research has
demonstrated what went well, and want could have been done better in relation to the
recovery of Marysville after the Black Saturday fires.
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5.6 Limitations
As discussed in Chapter Three, this research comprised a case study of the recovery of
Marysville, Victoria, as a tourism destination after the 2009 bushfires, based on data collected
via interviews. Numerous stakeholders were involved in destination recovery and a selection
were invited to be interviewed. As this study used a qualitative methodology, it is not
representative of all tourism businesses’ attitudes and decisions relating to disaster recovery.
The small size was, therefore, an identified limitation to the study. However, the study did
provide an in-depth insight from a group of tourism businesses satisfying the aim of the study
and contributing to the existing literature on the topic.

5.7 Further research
The outcomes of this research have identified a number of further research opportunities,
which would contribute to the literature on disaster recovery, related to:
•
•
•
•

media
stages of recovery
tourism in Marysville
disaster communication plans

These are detailed below.

5.7.1 Media
As the media was identified as a source for tourism businesses to gain up-to-date information
on the disaster situation, further research could be conducted to gain a deeper understanding
into the impacts the media has on consumer perception is recommended, particularly in
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relation to disaster. This will give tourism businesses recommendations on how to work with
the media at different stages of a disaster.

5.7.2 Stages of recovery
Studies specifically using the six stages of recovery (pre-event, prodromal, emergency,
intermediate, long-term recovery and resolution) could be undertaken to further investigate
the research findings of this study and to test the applicability of this model to a variety of
disaster situations.

5.7.3 Tourism in Marysville
Further research could be undertaken in other business sectors in Marysville (as well as other
tourism related businesses, such as travel agents and tour operators), using the six stages of
recovery to compare their experiences with those of the businesses in this study, and identify
applicable and practical management strategies. Furthermore, another case study could be
conducted at a later stage to determine how tourism in Marysville has been affected longterm.

5.7.4 Disaster communication plans
As communication plans have been demonstrated to be crucial in disaster recovery, it is
recommended that further research be undertaken to examine the disaster communication
plans of tourism businesses in other regions – particularly those that are susceptible to natural
disasters, such as bushfires and cyclones.
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5.8 Conclusion
The recommendations outlined in this chapter are intended to provide tourism businesses with
relevant information on understanding and dealing with recovery initiatives.

By reducing the impact of disaster recovery, further research will contribute to implementing
disaster recovery in all tourism businesses and the communities of which they are a part. This
would reduce the impacts of recovery on tourism businesses and any other stakeholders who
rely on tourism income.

This thesis has successfully addressed the question, ‘What are the recovery initiatives that
emerge from disasters, using tourism businesses in the Victorian Bushfires 2009’. By using
the Victorian town of Marysville as a case study, this research has contributed to
understanding disaster recovery initiatives and has highlighted the importance of
implementing such initiatives in the future, as well as providing recommendations for further
research in the area of disaster recovery and disaster management, particularly in the areas of
tourism
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Appendices

Appendix 1 Survey

Interview Guide

PROJECT TITLE: Integrating Tourism into Disaster Recovery Management
1. Please let us know about your current situation of life, work, and how it
was before.
2. How does the region recover?
3. How does tourism help in the disaster recovery?
(a) Can you describe the tourists who are coming now
(b) Who are the tourists who came in the past e.g. were they wine tourists
or bushwalkers?
(c) Why do you think tourists came after the disaster, what were their
motivations/
4.

What needs to happen to develop/strengthen tourism?

5. What (and who) do you think is doing particularly well?
a. Why is it / are they doing well?
6. How has the disaster changed how people work together?
a. Who worked well together before the bushfires? (e.g. Which
institutions agencies, tourism operators, institutions)
b. Why did they work well/ or not well together before the bushfires?
c. What has changed and why do they now work well and not well?
7. To improve working together, what needs to be done?
8. Is there anything else we need to know regarding the recovery of the
region? Is there anything I should have asked, that would be relevant?
Do you want to add anything else?
9. Is there anybody else we should talk to?
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Appendix 2 Participant Information

Dear

,

Project Title: Integrating Tourism into Disaster Recovery Management

It is with great pleasure to invite you to participate in this research. The outcome of the
proposed research will help communities to identify the ideal pathway to
recovery/revitalisation under limited resources.

I attach an overview of the research proposal for your information. I am writing to ask if you
are prepared to be interviewed face-to-face in relation to this study. The interview should last
no longer than one hour and will take place at a location of your choice. If you agree to be
interviewed I will contact you shortly to make the arrangements.

If you would like to discuss this further before deciding please contact me on
sue.uzabeaga@canberra.edu.au or 02 6201 2232.

If there are others who you think should be asked to contribute to this research please can you
either pass this email to them, or let me know their details and I will contact them.

Thank you in advance for your help in this matter.

Regards

Sue Uzabeaga
Faculty of Business, Government & Law
University of Canberra
ACT 2601 AUSTRALIA
Telephone: +61 (0) 2 6201 2232
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Integrating Tourism into Disaster Recovery Management
Participant Information Statement

Research Overview
This project is an element of a wider project which aims to develop a new model which
integrates tourism in with more general disaster life cycle models. This contribution will
provide a new framework for future disaster response and recovery.

Aims:
The aims of this project are to inform the development of the framework of integrated
resilience-oriented adaptation through the development of a case study of the Victorian
bushfires, in particular looking at the devastation and subsequent rebuilding of Marysville.
The project is very significant on the point that it contributes to creating the innovative
paradigm that can address the barriers and gaps in the existing community revitalization
measures. The new framework will be clarified through the application of the case study, and
the methodology developed by this research will bring the synergy of urban and regional
planning, tourism management, and organizational management and knowledge diffusion.
This will introduce dramatic change to the communities that are suffering from the impact of
disaster. The project will develop collaborative research base and networks for further
exploration of research outcomes and dissemination.
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I will conduct a case study in Victoria, which will complement the case study undertaken in
Japan. To achieve this I will undertake stakeholder interviews to understand the experience
and knowledge, needs for recovery, and adaptive capacity. The inductive grounded theory
approach is applied for the analysis.

The social network analysis is also applied on

knowledge diffusion analysis to identify key roles and characteristics of relationships between
the private sector stakeholders.

Benefits
The research will build innovative resilience-oriented adaptation framework to help disasterdevastated areas. The outcome of the proposed research will help communities to identify the
ideal pathway to recovery/revitalization under limited resources.

The framework and

methodology are versatile and is going to be applied to different areas in Australia.

Participant Role
The participation to this research will involve undertaking a semi structured one to one
interview. The focus of the discussion will be upon tourism before and after the bushfire
disaster in Victoria, considering how this has been relevant to the recovery of the area post
disaster. The interview will take place in a location chosen by the interviewee and will last
approximately 60 minutes. Where possible the interview will be face to face but sometimes it
may have to be either undertaken by Skype or telephone. In all cases the interviewee will be
asked whether they are prepared to be recorded and will have their confidentiality ensured.
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Can you withdraw from the study?
Yes, you can withdraw at any time from the study. We confirm that your participation is
completely voluntarily. You are not under any obligation to consent. If you do not consent
to any questions you can withdraw at any time without affecting your relationship with the
interviewee. This also includes that you may stop the interview at any time if you do not wish
to continue.

Data Storage
Once we have transcribed your interview we will load your transcript into a package called
Nvivo which enables the confidential storage of qualitative data that will enable us to analyse
the data. To preserve your anonymity, your interview transcript will be de-identified, with
your name and other identifiers removed from the transcript. The storage will be on a
password protected area of the University of Canberra network and only the researchers will
have access to the data which will be stored for five years prior to being destroyed. Any
publications that arise from this research will have no names or other identifiers within them.
This proposal has been considered and approved by the University of Canberra Ethics
Committee.
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If you have any complaints or concerns?
Please contact either:

Sue Uzabeaga
Faculty of Business, Government & Law
University of Canberra
ACT 2601
AUSTRALIA
Telephone: +61 (0) 2 6201 2232

Or
Human Research Ethics Committee
Research Services Office
Room 1D88
University of Canberra ACT 2601
HumanEthicsCommittee@canberra.edu.au
Telephone: (02) 6201 5870
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Appendix 3 Consent Form

I have read the Information Sheet relating to the ‘Integrating Tourism into Disaster Recovery
Management’ research project and understand my rights in relation to my participation.
I agree to be interviewed as part of this research.

Signed

Name

Date
I agree to the recording of my interview. I understand my anonymity will be preserved.

Signed

Name

Date

Note: This study has been approved by the University of Canberra Committee for Ethics in
Human Research. If you have any complaints or reservations about the ethical conduct of this
research please use the guidelines on the following sheet.
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Appendix 4 Contacts for Information on the Project and Independent
Complaints Procedures

The following study has been reviewed and approved by the Committee for Ethics in Human
Research:
Project title: Integrating Tourism into Disaster Recovery Management
Principal Researcher: Sue Uzabeaga

1. As a participant or potential participant in research, you will have received written
information about the research project. If you have questions or problems which are
not answered in the information you have been given, you should consult the
researcher or the research supervisor. For this project, the appropriate person is
Name: Sue Uzabeaga
Contact details: email: sue.uzabeaga@canberra.edu.au; telephone: 02 6201 2232
If you wish to discuss with an independent person a complaint relating to
•
•
•

Conduct on the project, or
Your rights as a participant, or
University policy on research involving human participants,

You should contact the Ethics and Compliance Officer
Telephone: (02) 6201 5870, University of Canberra, ACT 2601
Providing research participants with this information is a requirement of the National Health
and Medical Research Council National Statement on Ethical Conduct in Research Involving
Humans, which applies to all research with human participants conducted in Australia.
Further information on University of Canberra research policy is available in the University of
Canberra Guidelines for Responsible Practice in Research and Dealing with Problems of
Research Misconduct and the Committee for Ethics in Human Research Human Ethics
Manual. These documents are available from the Research Services Office at the above
address
or
on
the
University’s
web
site
at
https://guard.canberra.edu.au/policy/policy.php?pol_id=3136
(Research
Guidelines)
http://www.canberra.edu.au/research/ethics/human-ethics-manual (Human Ethics Manual).
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