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COLLABORATION TO BUILD DESTINATION RESILIENCY

An international traveller sentiment survey revealed that safety is primary in
making travel decisions for which consumers are willing to pay.
Travellers are eager to start travelling again but are concerned for their health and safety. An international
traveller sentiment survey, conducted by Price Waterhouse Coopers, revealed safety is paramount in making
travel decisions for which consumers are willing to pay. A Global Rescue survey of more than 2,200 frequent
travellers found they agreed by wide margins (90+%) they would feel safer if they – and all travellers – had
services and protections for emergencies, including COVID-19, and door-to-door emergent coverage.
Leisure and business travel have always carried risks for travellers including natural disasters like hurricanes,
earthquakes, civil unrest, and now pandemics. All of these risks are a threat to the health and safety of
individuals but also to the economies of tourism-dependent regions. Destinations need resources for planning
and implementing measures to meet traveller expectations regarding any crisis, including COVID-19
remediation and response. With each new travel risk challenge – including the pandemic – travellers, officials,
business owners, organizations, and residents collaborate and cooperate to implement systems, protocols, and
infrastructure to mitigate risk, improve safety, and restore traveller confidence. When done properly, travellers
return and the destinations they visit recover stronger and more resilient than ever.

"Countries must identify long-term sustainable strategies and resist taking onedimensional approaches to tackling disruptions, we must find innovative ways to
collaborate and find new solutions to build traveller confidence."
Edmund Bartlett, Minister of Tourism, Jamaica
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Challenge
Destinations that benefit from visitor
traffic need to mitigate travel risks,
including natural disasters and
pandemics, using comprehensive,
compulsory remedies.
Crises impacting these destinations won’t go away
but destination officials and travellers can prepare
for them. Illness, injury, medical emergencies and
pandemics cannot be predicted. To overcome the
current COVID-19 crisis, destinations need to
overcome traveller health and safety concerns.
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Solution
overview
Restoring traveller confidence requires implementation of an end-to-end solution
to identify and address travel risks, whether it’s a response to natural disaster,
pandemic-borne illness, or other medical emergency.

Additionally, travellers, agents, and others in the travel and
hospitality industry rely heavily on a sustained
communications campaign to promote the availability and
capability of the response. The Global Travel and Tourism
Resilience Council, a platform for public/private collaboration
and Global Rescue, the world’s leading integrated travel risk
and crisis management service provider, have created a
unique travel risk and crisis management program that can
also include travel medical insurance too that protects the
traveller, the destination’s inhabitants, and the host nation.
By making the program mandatory for all visitors,
participation costs are minimized, and traveller confidence is
increased through the knowledge that
all visitors to the destination have the same required
protections and services.
Travellers know that if an emergency occurs, they
have services and protections in place. Destination residents
gain peace-of-mind that additional medical support
infrastructure can offset impact on their local health care
system. Destination economies receive a boost as local jobs
are created to support the program and local tourism
businesses benefit as traveller confidence increases and
inbound numbers increase. Destinations that have
implemented the program will have the advantage of
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established benchmarks gauging tourism resilience
strength compared to competing destinations that do not
institute visitor protection programs.
Destinations are not all the same. Their mix of inbound
tourists varies as does their risk profile. Every country is
different. Needs vary when it comes to infrastructure,
cost requirements, thresholds, and public-private
partnership opportunities.

Program Benefits

Increase
Traveller
Confidence

Develop
Sustainable
Medical
Infrastructure

Create
Local Jobs

Generate
Revenue

Improve
Destination
Reputation

Ensure
Destination
Resiliency

COLLABORATION TO BUILD DESTINATION RESILIENCY

The Detail
Core services
The product includes core Global Rescue travel risk
and crisis management and response services
operating from an in-country operations centre(s)
staffed by trained local and other qualified
personnel.

• Advisory services - Operation centres staffed by
experienced nurses, paramedics, physicians and
military special operations' veterans who
provide medical, security and crisis advisory
services.

• Field rescue - Deployable teams to rescue
individuals from the point of illness or injury.

• Security services - Advisory and evacuation
services for events like natural disasters, terror
attacks and civil unrest.

• Emergency evacuation - Ground and air
medical evacuation services to the nearest
appropriate medical facility when medically
necessary.

• Travel assistance - Assistance with travel
logistics from lost passports to language
barriers.

10 Steps To Program Deployment

1.

Evaluation of destination and its
travellers

2.

Program development destination
specific

6.

Establish local task force
ensuring local acceptance and
engagement

7.

Implementation and training

3.

Memorandum of Understanding
(MOU)

8.

GO LIVE with soft launch via
media

4.

Location specific due diligence

Performance review

5.

Set KPIs and benchmarks and
financials

9.
10.
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Hard launch -track testimonials
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Steps For Implementation
Planning: Teams of crisis response professionals, including: doctors,
nurses, paramedics, senior military intelligence and special forces
veterans will update existing protocols and implement new procedures
as required

Response: Should a medical or security situation
arise, such as Covid-19, additional capabilities can
support local authorities in executing established
emergency action plans that include:
• Medical assessment, triage and testing for
symptomatic travellers

• Full audits of existing plans, standard operating procedures,
contingencies and emergency action plans

• Staffing for triage and disposition facilities with
medical and security personnel and equipment

• Assessments of needs, threats, risk level and vulnerabilities with
key personnel

• Coordination and execution of all ground and air
medical evacuations for COVID-19 positive
travellers

• Expert support in drafting and operationalizing plans
• Organization and scripting of tabletop exercises and creation of
online training modules

Travellers know that if an emergency occurs, they have
services and protections in place as does the country they are
visiting. Destination residents gain peace-of-mind with the
knowledge that additional medical support infrastructure
can offset impact on their local health care system.
Pre-Trip: Included is a proprietary journey
management platform designed to manage
every aspect of the traveller journey and
provide real-time situational awareness to all
stakeholders.
• Securely collect and store traveller history
and health information. Track travel history,
medical conditions and test results in one
secure location
• Obtain unlimited access to travel advisories
and destination reports for 215 countries and
principalities, including daily COVID-19related information as well as destinationspecific risk assessments and restrictions
On-Trip: All traveller information is securely stored
from the moment of booking until the traveller
returns home.
• We can monitor tourist location in real time
through GPS tracking when travellers opt-in to
a proprietary smartphone app.
• Also included during a trip are COVID-19
screening, testing and treatment services:
• Screening, testing and triage for all travellers
before, during and after their journey
• Monitoring and management of all clients and
logistics until travellers are home
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• Collection and tracking of data for all COVID-19
positive travellers from diagnosis through
repatriation
• Management of ground and aviation
transportation for travellers to quarantine
locations, hospital/ isolation facilities or travel
home
• Coordination of hospital admission / advising
from Johns Hopkins Medicine
• Providing hotel or other housing resources to
accommodate quarantine for travellers who:
- Are suffering minor COVID-19 symptoms (but
not requiring hospitalization
– Travellers not infected but subject to quarantine

Additional Coverage/Insurance:
Every destination has distinct needs. Each destination
must determine if compulsory travel and health insurance
are required. Coverage may include:
• Medical Insurance
• Domestic
Healthcare
• International
Healthcare
• Trip
interruption
• Accidental
death

• Travel Insurance to protect
the financial component of
travel
• Trip
cancellation
• Trip delay
• Baggage loss
• Baggage Delay

At the Destination: Some destinations want to offer a
destination element to their program, a special place to
visit, a culutural memento of their trip.
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Financials
The end-to-end traveller solution requires all visitors to purchase the service. The fee includes
the costs for emergency protection services and insurance coverage which is shared among
the service providers and the host destination.
Pricing is developed in conjunction with the country and the inbound traveller profiles.
Typically, an additional small charge may be added to the cost of the traveller fee to support
the development of tourism and ministry of health-related activities.

Traveller Trip
Processing
As part of the travel authorization process, prospective visitors are informed of the
required protection services and directed to provide key contact information, travel
dates, and their itinerary.
Upon payment of the mandatory fee, visitors are issued a confirmation message, a
unique ID number and a detailed copy of the services. Depending on requirements,
travellers may be required to present a negative COVID-19 test and/or proof-ofvaccination within a pre-determined time period before travel.
Travellers are provided with local contact details for while in the destination.
Data collected from the travellers is available to the local authorities following all
data protection requirement.

7

COLLABORATION TO BUILD DESTINATION RESILIENCY

About
The Global Travel Resilience and
Crisis Management Centre
Headquartered in Kingston, Jamaica and with offices in
Kenya, Nepal, Malta and Japan, the Global Tourism
Resilience and Crisis Management Centre (GTRCMC) is
an international public policy, training, advocacy and
research institution which assist global destinations with
destination preparedness, management, and, recovery
related to disruptions and/or crises that impact tourism
and threaten economies and livelihoods globally.
Established in 2018, the GTRCMC seeks to safegard and
improve the tourism product in countries around the
world as well as to ensure the sustainability of tourism

and to make the tourism space more resilient to
future and emerging disruptions. Also to improve
the tourism product in countries around the world
as well as to ensure the sustainability of tourism
globally and, to make the global tourism space
more resilient to future and emerging disruptions.
Specific disruptions which the GTRCMC
preoccupies itself with include climate change,
pandemics, cybercrime and terrorism/
cyberterrorism as well as livelihood resilience in the
tourism space.

Global Rescue
Founded in 2004 in partnership with The Johns Hopkins
Medicine Division of Special Operations, the Global
Rescue Companies provide best-in-class medical, security
and travel risk management services to consumers,
enterprises and governments worldwide. The Company
supports its clients from five worldwide

operations centers in five countries and provides
the only comprehensive, vertically integrated duty
of care and travel risk management solution
available. Global Rescue has responded to every
major global crisis since the company’s founding,
including the current Covid-19 pandemic.

Global Travel and Tourism Resilience Council
In 2016, the Global Travel and Tourism Resilience
Council was launched as a global platform to bring
together the public and private sectors addressing
crisis management, preparedness, recovery and
resilience. As an international thought leadership
forum, the Council facilitates dialogue and works with
best of breed companies for the benefit of
destinations and the global travel industry.
The Resilience Council is part of the Jacobs Media
Group which was formed in 2009 with the acquisition
of Travel Weekly Group from Reed Business
Information, Jacobs Media Group is now Europe’s
leading multimedia business for the travel and
hospitality industries.
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Through shrewd acquisition, investment and organic
growth, the company has an unrivalled multiplatform
portfolio delivering events, exhibitions and insight on a
global scale. I
In 2019, JMG became a recipient of the coveted
Queen's Award for international business.
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