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Tab. 1 Profile of travel agencies and interviewees
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Fig. 1 Leadership characteristics coding at each phase
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Tab.3 Example of decisive decision making and action coding
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IR B A B ) Ae ) A ) — AR ARG B P R A5 5A R (TA22)
PREEZ PR a3 PREFR AR AL IR 09 B AR R Bk L fe AV B P R it 1, R L
EAAT Sl EATRICT — A7 09 B Fe Ak 5 AT IR T (TA21)
P55 B P aal BT I 55 a4 SR H SRS R — A AR B A3 T A 6 TAE(TATL)
Business transformation LN T LA KL T AR XANHEF LG, RAVE IR N3] R B, B
exploration WK R TR TAE(TA21)
IRAN S EAS N 8] B AR R IR B AN RN &) T A 20K B4 (TA42)
73 T.{5)30 aad 45— 5y TNl asS RTEW BT ARR L3R KRE, eBta Fihfe bt 2 2MA KRk
Employee communication (TA21)

B T WA 31 7 9% R T 4540 -5 R 3t LR & A K T T8 — 4143, 3R 1T -2
I X AR E I E X TN 8] 69— 2485 (TA44)

T HRHIFN2E ] a6 I AT — AAEHIED], 4 R TATA(TALL)
AR : 47 5T 46 AR B T, R ALRAVES BRI — %X T Ahey
PHAE, L RATEK B TR, 55 R (TA23)

KN G TfsRa7  MIE R TURCK: &AM FE, ZMNFL2EHFAF, A FL2 AT E, &
P BEATA— A 2 2L(TA23)

R4 MEUXRIR(A2) SIS HHFFHEHRED R ZHE

Tab. 4 Example of individualized consideration coding

e Wtk TR+ Z2 IR 2 IE
Categorization Conceptualization Example of opening coding and labeling

B XA aa s RTHE] i a8 KU L LT 26 R 5 — B R T SR A 25 e KOPe R E 25 | 1 FaX edi g 4 3%

Epidemic prevention (TA11) ;3 I — T 48, AR F AL /S B WA BN LN k. 0 BiX e A% (TAL3)

care SN RN E IN T FHDLBTRED B8 S n] 8 : & B By R 0 T LA R IR, SRR R IR A ATE, Arid L G B A R K
Rk, AR T IR S Wb St T AE A T T (TAAL)

TAEFA aa6 SR THER TAEREI 210 ANES AT KALEAN I AN LR T AR — 580, FRTUE RS

Workplace care B AP T HH N AR RANEART , X T REAREL, BAHRAN—
LA AR AR 2 TAE(TA33)

BT R TS all BEEAR RN ST 47 % 2 3% % RABAERATA T R, B FH8A1E T £, proadad

oty AR X 4 T AR o) Sfe bk (TA23)

TFEh R TG0 e S HERZE , KEARTFAHETERS . AFHRL BT, 5
IR R S A, E IR RATA G BARAEE T I HUE AL A LG 8 AT
B4 K 7450 (TA43)

EREPSIN Kl R TGRS a12 MR B T st 8] T30 SRR s, A B4R %A B SARALR B 89 5, A -F-HR Ak B A0
Life care aa7 ##.(TA12)

KRN T8 & R KRG ARA IRV T ALR DRI R RN A4 R Tt
B4, it e e R LA R R — 2 ] T30 (TA4S)

g, R AR . TASIRATAHEGUSEDUEE W RS e — @R LA T HIA, HUk T 57
PR RUE T 1 R TAREE A AR A RS TS AERPER AT

A TA4IRATHEATS# o 1 TARBLE P B

B, T RN EREAUIL, 2 A TR i 280 0T 3.3 @47 R TAwad

PTG ST TR Do RGNS T ate# FEAILAR AR O, AT AT 2 55 4t {5
EBRO TR TAE ARG BPERoR RER TR W BTN, FERCIHEE T, 400 2 1 I 0 7 2
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FEF R WM 4E R A A AE . TG E RS EHLESE
AINEI A 5 TR Y O v SR FRT A A IR B
FREDIALBIH 4 53R THH 8 T3 A RE IR
A5 I 55 53 R A b 55, S 3R i ]
BRASKE T (A3) 7, RIMINZEA T AL 2 (aa8) JHH
Hll 55 (aa9) FNELN 01 TAHT (aal0)3 MulE (£ 5) .
fetlrh2a & 5 KB 5L, 7E 2 42 28 i IR
o, BRI S SCRA T LIS B g ) 15400 2 g
RIS, AW HCE L 55 o TALRTT
180T 3 AL AL 2 R R SR A REUR I AR 4
H b5 85 55, 8 P PR 2R A 1 SR IR 55 -
TA2 RAT#E S5 T o B B 3 S HTSORA Tl A BT 4
M T ZouHh R AL UL R R
it IP (intellectual property , H11H 7= 4% ) (S5 Jé Flil
Te ) & o TA3JRA T4 05 4 B B B R B ik
Tt 5 2l 5540 e R i+ 388
M55, 30 A A X R A7 iR A T T 3 4 Se Ak
TA4 iR AT A+ 20T 47 4 51 T AR & [ P 3 R
FRUAMIFLR W ST T S I N s s i T
VIRE I, 6T 5 AR sl 52 T8, ARk A8
Kt B EHO G B S LA R T,

3.4 AN AH 5w A

ANk 1 5520 7 (A4) 278 B R ) () E
BURRET A FEAS N0 T (aall) FI52 00 7 (aal2) P
AEWE (3R 6) . FFH Y H B ik 1 RS2 1 ffi 1 T
TESEHL X = AR SR FE R AT, 640 5 2 4 o 1) J
SO AR O IR A 5 A3

TEANZEHH AT et T F AR T
N HURE ek ) FSE e g (R 6) o TALBRATAH 1Y 51
TR0 2 TE AL S R i 4008 1 ML 75 5% L2
T 2 2] BB 7, FF A6 S0 35 52 i R % Alb iy
FRFARHEAL A TIRZIAIATR . TA2 iRA 74t iy &3
TR TR — A AR B TIRR T
B T URR I8 S B [l Ffg sk R N . TGt a2
WO 8 PR Z A JE TR 51 T, X4 T 3 1) U o AR 2
e AP M T, W T e K Y AT B BE SR T
TA3 JiRAT 41 A9 400 3 35 5%, 55 SE g T, ol 40 B
TR 2] AW 55, L TR i3l , 30
BTN S5 IEFE PR . TA4 RAT 4 A0 405 4 TR
XHEBUN R, 2025 A £ R MBS 5L,
AR BREARIO T 2, T 53 T S O K L,
V8 Lk 5 T R JF A7 0 D 3R, B s o o R 1Y

FERIRERT B 5

SRS RS g

RS CIFRERFM (A3 NS HHFERBREIE

Tab. 5 Example of a spirit of innovation coding

Bl e RS FR&E+Z I TR IE
Categorization Conceptualization Example of opening coding and labeling
THZEAT A HL2: aa8 BfeAbal3 HEFRTTURIEAL : 2014 5 R A A FRPEALIE 2 3% 39 69 6] Ak > 3] 38 AT
Insight into industry WEANRT RS ME BRBETREFR, BT T — BB T
opportunities FE(TA1L)
ST R SR al4 FUMTARAAT A T « 37 7 5 46 =g A A bk T 400 st X, 4%

THHNL 5 aa9

Develop new business

HEE BRIV 55 als

TFEH hale

R, R E b al7

B bt T A% aal0 YRR T A al8
Encourage employees
to innovate ek Ol Hi iR al9

Lt ey - ATFIET, AR 10, TR T —AZER 2, GRS T — 4
B #71P 2 3] (TA21)

H A E R HE) A AR BT e — 25 B A e 4 3 ) R ) X 2eom A
(TA13); 515 B 04 38 45 h A 8] B9 30 AT 7= 5| AGRAT R (TA42)
Rk b 3 R T4 5% —Fsbte k54304 5] &5 L N OTA T4
B, & T 8 e 5 AR & B4 (TA33)

HEHH = S N 8] AR AT A el T 42k R ey — k3 S
(TA42) ; BATLT — 2 R 3R = Rt AT B, FFA T S8 2400 & & &
B 5 (TA44)

KB FZE MR L B 52 A2 S M T A 8] AR 69 Mk, #7 A J8 1 T 46 %)
ILAE AR X R AF BT (TA33) . B2 H Mk, e if o S & BAT A
FIRNT (TA31)

G DL TR fh : %o SRR AT AR F 09 3, — N300 7 50 B 2 A%
RIETRT RIEST BN, BT T f T AIRMNE(TA44)

— ELFEAHT : MK 2009 8] kA R, EAT— B R £ 0] b Ao b BT ah i 98 b
(TA21) ; FAVAR G — — AT AP E R AA L B — AN Mk A2 &
MARF 5 —F e LT, X AP 454 2R AR R 89 (TA23)

RRE PRI
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F6 N ABHERINS(A4) NS HFFERG R ZHE

Tab. 6 Example of “personal charisma and influence” coding

L [ ia PR+ FRPIFORIZEUE
Categorization Conceptualization Example of opening coding and labeling
A )k H aall Nk F7 220 SFERSALAT: 2 FAA B AR U, ST AR KA Hw ded— A AR E A 49,
Personal charisma sk % #F, RAF4E(TAL2)
SEAR SR AT S RN T, A B A EERIGIE R, R AT FEHFI A, R Y
), b aK ST A IL(TALZ)
LR a2l LA AR S Tl § 2269 TR F A7 54, sdo Bl MRe M A AR A 1 ) 1 5 (TA23)
JAER T ARFAARYE 8 & B0, A F R TR E L, KR RRRE, KRB TRS
Kk &2 (TA43)
BT KM a22 BIFET PR B 48 T 5 TR, 5 Tae e hn g, 2 — A2 3 KAk K 45-(TA22)
SR /) aal2 5H Ji5ka23 G THERST A FRURR K K, ftde § AR 3 44k (TA33)
Influence TVIEERE ST ARG 3 AT IR SRR, AT X AN ) ARG AR S0 B AT 49 (TA23)
BERAIN, EARSF a24  HARGAT  ARF 09 B ATER T4 R L, AT A BANAL AR F A5 44 , AL 32 4 (TAL3)
BER T AN B EARA L HBRR A, Fo 5 LAAE, R B 7 (TA22)
W B 52 T8 I a25 55 T AL AR e E e | L3R, A A EFBAR M L4610k, R 4 o8y
b BH A 5K (TA44)
3.5 HAMA b R, KRR 52— 28" (TA13) “ R AT 5

SR S50 ) R, 5 A

B R BILIART R S 3Rk T AR S R R #93R, F

GUFH TSR, IR O (AS) BRHIE, R
F 3% 2] (aal3) W HEI K (aald) PG (£ 7) .
1E 4N Judge F Piccolo JUr# , A8 B R 7 3 ixf Bk Ak
BRAR AR RS A 38 BE A 1 A3 7y
WOBFEE ™ 4 FGRATHE DL TR S T 2% 2] " 4%
NI . AR BT ] — e T
TEJFANE S5 A5 hr i S LR g, 78 5c A 3R, 5 — Dy T2
F TRl 55 1 JR S T 5% T DA R AR 2
i 5 T e, SURHEE N — RS FE T
KEAC, BB NEE K. IEW G TRTA,
“ONE AT AT T 6 ARG R AR R AR AL A —

BT ALER, m LA LR T A T, (TA23)

3.6 K& E

BB A il (A6) 2 38 5y T 45 T ) fie b 136 BRI
—ANRFAE 45T 2 IR AT 55, T S8 i 2
55 I 1) 5% T B AR 40 JoT a0 A 42 il L 5 B
BT ) S AR T B A (1 PR R AE gy P, R
by A T R B (aal 5) F1 357 B Bl (aal6) 1 A 50 1
(%£38),

FEFEAILY HON , th TR e R 2 R, ik d 14t
MEREHNE R ARSI T HRE

RT BHNHE(AS) G NFERBREIE

Tab. 7 Example of intellectual stimulation coding

JuEfL RS PR ZR I BTREIE
Categorization Conceptualization Example of opening coding and labeling
F 5% aal3 22 3 BN 226 TR VE A B A T A6 7 6 AT R AR AR AR AR — AT 6 R T, KRR
Active learning ¥ % — 2 (TAL3)
SRR — AR AR AR L& w3 S T, % k2 (TA22)
ZAE: A T ERRF NS E R MR KRR —HF 5] HIE(TA32)
AR 227 BB TR E T ALTIRA R — AR K A 5 T #9id 42 (TAL2)
SRR A A RISEIR < Ak AT 23 A H I S P UL A T, Ok BIRAR BH
Bk — s e W Ao AR AL R — ARG R0 (TA22)
TR % aal4 BT AT % a2s o8I T RAL S5 QU7 : BARITEE AN LS4 LA SR &, Ok d%, 7~ @k
Potential stimulation AU T A % 69 TF 36, Jm B 12073 city walk iX 2 £ A (TA44)
TR H : EATVTFZ 4G — L2370 B R & 2) I AR B R 5] B &AM A THE L
F % (TA45)
Bl HFeMMEa20 B BERRE, RN BANRE T, EF W — LA PATH B A (TA22)

B3 A T H S 3k R T A3 AR B TEAA T 3t B TAIENE(TA42)

RRE PRI
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R8 WZTRREN(A6) TS SIS mAD K Z4E

Tab. 8 Example of contingent rewards coding

BN Rafe FR&E+Z BRI IE
Categorization Conceptualization Example of opening coding and labeling
A i PR aal 5 HAZ 1L a30 BAA GO : RABAR B RAZCH T L, R AR R T, Bk R ZA AR £ R (TATD)

Living security

FRBFRG: 2 BATE TR R LA BELAHIR ST — % 253 BRI ZR S (TAL3)

TR Fr M E AT — T, IR EFH LA S ), 44 LA A% (TA44)

EiHE i aal6 il 2 57 HU T a31
Compensation
incentive

Rl AR Tk a32
(TA43)

B PETE AT L 50435 3 37 2 A A B 69 (TA22)
T SRR B T N T A — e R A BB, t 6 B B A BB R AR AR IR L, B
BT R EALAILE TR b, 24853 R T FAM (TA33)

TR HLR « 25 1B A7 04 b 50 2 32 BhALE) (TA31) ; e BBk 3] — R KL Z 2K L

BT 4301 R A b 2k A S 668 A 4 M (TA4S)

OB T, 3K 4 FIRA AL AR R R B T A AR A
ST — NN ERE . O T AT R 55,
ETHBRELH . TALURITHAT S AR AR
NG TA2RT T4 S 2 BB 1 T AR
B 45 FF A o TA3 R TAE AN TA4 Jid T4 AR AR 5
B 55 5 T BT R B BILT , LAY B it 51 T
SEIAT S5 o DL AR B e 15 A R] BN DG R A T AL
FE 75 SR T0U0) A 357 TN 15 38, b 75 B Hh A T [l 4
H A TAERYR R T LR 3 TSI 0 ST ikAS 21

3.7 RAMATEE

X SRR AT LI TR 22, o/ NRR T T A
AT RS R AT BE , (HAR 5 A ) S TR
TR R S HESE . SR IHEAT AR 5 (A7) 5 & | A4
TTERRAEFS AR AR, T i U 800 ) H b 58 AT
%5, 0 T RN ST e e B DR T4 s St , DA gk
D AERLIFZISY, RN R EER I (aal7) FATAE 55
Hir(aal®) (ZE 1 (aal9)31MEE (K 9) .

PO 4 AT Z M, RA TSR BRI T A

IR

RORMS , SL T AR R R A . TR BRI

R9 BAEITEE (A7) RS NHFFIERB R ZIE

Tab. 9 Example of forceful promotion of changes coding

L

Categorization

Nt

Conceptualization

BRAE+ZRBIGORIAAIE

Example of opening coding and labeling

BER I aal7
Build consensus

ZFIE 418 a33

PATZEH F AR aal8
Implement the change

JERS AT RS a34
goals

$EFHL 5518 ) 235

N R%E a36

ZEEL L aal9
Intensive operation

R B D3 A 237

FAARG A B2 5 T 357 238

A58 5 R AE 2 000 - A 440 37 &, RIF K R #ikde , 3 ET3F, 2
EFERM, BT AU, RAM— LA R @k, SAHBXEAEF
R (TA21)

BV e AN B T HMRA BB @ T4, MF2 A5 B8 E4
KA —AEKI4(TA44)

FERE AT RIS L TR B R KX B R R B R B, R LT AARATH
(TA22) ;A F-38 2 A B4+ L sh-Bde Bk sk 35 369 (TA42)
SEINA PER AR T892 Kk ok AR Rk A . B AR Tl 48 & A4
% AR FAGE AT (TA33)

TN L RAGEET &, TRARI S REKI, R —Fri bk, &2
—#r 7 4 (TA22)

AP BE - H HOF FARIE SR AP RH RS AR —T AT, Fihk
Wy iE o ) AL AR A A (TA33)

VKA T A0S —3 o R TIRA G AR AN ZEREL, RiLB Rk
F3 RR LR TR, RETAKRT . HLESNERRET IEZHR T
(TA21) ; 2 F A FAIA IR 123G Ao sk AR A RS2 Y T (TA33)

VAL B T L 8O3 T A 3] 3045 R ARAE Ak ) B 4 1 15 (TA4S)
BNIVATEL T RAE R —FFT TR TS —FT R HPATHET N, &
W s ) 08 = 18] (TATD)

B I ARES  B AAZOR Y, AR —ARE S, AR CHEIR TR
P B Sn e B S B R AT — AR gk 2R B B L& (TA21)

B PRI : KA 8] I R G002 ARG TH AR (TALL)

AT AHEFIEGY : 3 7R A 2 T4, 3h 2 — B E BARH 5 A T (TA45)

Hh LR
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WA 2 R R A AR s — R TR
Mo HRBEZR A THITAS Hir, R T RUEM
A B I PPAT , T UK T BB AN RIS I A 51 T, R A
TR BTN . TAT RATAAE T e 15 4
TN T {2 T T UE STE ) =R B R
MR, KE LR} —E L (TALL) A8
HRHEDER A . TA2 ik 74+ 52 TP 40 S A4
MR “EIRAT”,“ 9T A AMEB AR EAREE
By | b T R AARAT S .7 (TA22) TA3 e A 74t 40
SE N T IR EE B 55 R e, s 5t T %
BT SRS UE B R BE L F T8 I, D BORREIE 1Y
(51 T T BT, TAARATHES T4 0 T 38 B
TR T8 88 It S8 E A ik T
BEGRE YL

0 RAE AL, WARE L B A BEAR
PR TH . TAL A THE B % T T
NI B R HUR O T e A AR T AR B T
Bt o TA2GRATHERE AT ARG B — T s i)
B IG , RAE—REOR BB S, B0 T A
77 TA3JRA T LAY 55 & R 55 s & Al BEORIE
Ml 55 T J 45 2955 55 AR o TA4RA T+ %F 3 9% i
BEUD R T BRSBTS BN &
B E NG U T — e A

3.8 FLfEALHIR

ZA MBI, 3T A AU R
SFAT N ESE RIS I RIS AR Tk i)
{E&51E M (A8) SR B e e T /N iR A T4t 80 7
FAEE R R, RIATTILZ55 (aa20) ATV
L (aa21) 517k 1B 5F (aa22) 3 BB (£ 10) 6

4 5p G B A B PRI T MOl 22 55

HHT A B ARG PR 55 56 2, Xtk il i
A R IR &P a0 57 T, A AU T RSP IR 157
ke TAVIRATHEGUTE A 154 LA 2w
FBRATAE MO 2256, TA2 iR T4 S E =4 A
B D PR YRR N FlE R TAS IRA T4 L4 5 — BN
TRATH AR, 2% 25—l T BoE s T ek
FED 55, ik TR, TA4IRITHATTH B
A ZAF P ANRIF LS, 3R A S 57 R 55, o —
DR RA TAT A Sy 1 Az Il 55, 35 el 2 175 39 1) 2
TRER BT B ikAT A P B ESG . 1E U1 Harwati
FIrd, S AL o T AR 0L TASAE , U ROZ A
A O AN ED SR PR B C LSRR — T

3.9 WuEEH 5 kR

i s J0. 25 5 DR (A9) 35 400 5 257 0 6 AN 22 11
IBE, HAT I — PP ok 22 8 5 DA R Sl
LR & sl AR S BE 10, 0 A R S8 25 (aa23) I
GBS PETR (aa24) IANEIE (6 11)

FEMLH XU S LB IFAE . R 4 i =X
T 0% IR AR T A8 Ak R AT KRS By Y B R
PRI, 4005 245 5 AL 5 T ) A8 AR T A o & 8 i
i BRI S 2 onfbll S5 A R B
IR B EFT . TAL BRI TAH4T S 4
J'E H R s b 45, 7E 2k R B P E A9 k7
HMETT o TA2 RAT #4013 35 38 2 45 % i [ ) 1P Oy
TR IR A RS R E A TR
WA/ INRE Y | A Jy SCHR =0k o TA3 BRA 14140 5 JF
LR R A R Al 55, A Al 7 Al R
Mo TA4HRATAEGU T3 10 A H SR, anilie
WA 5 A BN ] RS M, 2 5 H U SR, 12
TR iz B ie 1, AL T R BT 6

F10 TASE5EIR(AS) SIS HIHE SR Z5E

Tab. 10 Example of industry beliefs and sentiments coding

HellZt o a FREE+ZRFIGORI 2SR
Categorization Conceptualization Example of opening coding and labeling
11l 2255 aa20 il G IR a39 U AR 4§ 44T B A A KA Sy dedl , B — AR AT )

Industry experience (TA12)

G EE A A FIHLBAT AT B AR KR EA R KRS (TA42)

ATAkAF 0 aa21 S5 0% 240

Industry confidence

PGSR TECAFARES, R LA A A5, AMFLTRIEFT L
X AP & (TA33)

SRS TG O AR FIA A A R B R G, Mk A gk 8 U F

(TA31)

PERENFO I TAFFHATE A, HAT T T de A 8 LR ALFI# T 455 (TA43)

ATML E5Y aa22 IRSFRRIFA T ad1

T D77 Fo A R B89 BT IR , A 3547 BT 2 3/ 8] 15 44 (TA33)

Stick to the industry IRSFHEIFATAL : Mo — BLAE AR B B AR A A BN R T, R TR h
B8] 4 BURL(TA23) s ik AR 2 B 2ol S5 ik, AR 52 2 184 2 R a9 (TA4L)
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R11 BEEEEERE(A)SS HIHESHDRIST

Tab. 11 Example of strategic thinking and decision making coding

Hen i #sfe Fr&E+ZEPITORI AR
Categorization Conceptualization Example of opening coding and labeling
1 % aa23 A K a42 T AR BB IR st € 2 AT T, LR P BT JE &8 R A AL, HHEASE

Strategic thinking

WAL AR F WA (TATL)

RIR AR R E T W LA a9 T TR, RE R 3% AR
T e T A B A TR E R P I K (TA4L)

NIRRT : A 28 L 5o @m R SN k4 AR 4 REYES, O

SRFE FBUOR AR T8 BHESL 2 T R TR S AR S 2 £ LR RFHE RER k&

WIS PSR aa24 R i 43
Strategic decision B 89 25 TAE(TALD)
making
89 BHEFCPT A 7= Se AR R (TA44)
ZIuiAli )R ad4

A ZERA LTl 81 35 5 R 0 g, RAVIRE] T skl KR oy A A Fo 278

FEX TR IRE LT — A S AR TR E A, TT AR & P 324 S AP R %-(TA21)
PREESCRPEE AT Ja) : R R AT A B L R IR 4k 8 A By (TA21)
TFRE “TRUFHIFE D 55 2 B R sh 2 R B PR T — AP 2 R R, R T AR F Mk, R RIE T A4k 2k

FF 2 F e (TA31)

BN P CRE T A B R G A P m R T A
PR BE T o “BRAT AT 55+ B 55, oA 20T R
P ZERIN, WA il Aok kAR LT 4 )
4 WREGL
AT X 4 FZ N RA T AL DN ) ZE 451 B
9%, FE T SEHLI B —80-F J7 Rk S0 7 L % SR
AR P KGR T R R AR L S S
BLNERT SR W | H I B A BRIBHESE
4.1 EXEHEZET P RRATAAR - ) 4 AR
A5, EREHUES Fois ) 2Mib 2
A5 A RRAE , X SRR FRAR BT F Sl B4 R
TIE B PSR, (HJC R F 250 2 A A A —Fh 4505 7 XL
K& B RRAERAMESE , PR , ASBIF 98 36 Ffa AU BE 1 0L
A4 NIRRT Ty . AT R4 T R 2 UE
FERL AFBE RS A% BRI R

[ — A0 T2 AEAS [R] A TR S AR [R] R, AT A fA]
iz FH 2 Fh i e 7 KA IARRIE™ . A58 & 81, 1)
RV AL BRI B A R A €55 7 R, 78
fEALEE I BAT AR s R 3 R AE, ZEfa ALY HUN
RN R AZ Ty R A BRI LS G0T  RPAE
MIACEL, TG S 101 ) Jre 2 S U251 5 T ARRAE
K12 s 1 RSB R B T A A 2

Plessis Fll Keyter tAA , TEAEHLIN A [RI B B , $63)
BIE ST I RHIE R OCE S, B ANFE fE LR & )
Y HON , BRI T AR §E ARG5S 7 RN AC Sy YR
IR — 2 UUARRAE (B Rl PR A A
AR B S5k o B G (A T DG M B e P 1

TEEE T AL SRR S AL, th T HE e 1 i 5
SRHR A2 MBI 2 M) B e, 53 T e 5 i T T 4 X
W, UM A SRR T R T AR

42 IR B B AR A B AT R R
42.1 fEALBZERY] (20194F 12 H—20204E2 )

BN WIS I A oMb P XU PR 531 R X
AE 1 Z B 2 Y AR —TF IR /N R T 414
SRR R E PN HIAEAE AN 22 , DA B el 28 15 %
JHTE YR M P9 52 M 2 ST 1), {H X — B B 4 5 AT AR R
B IR SR 5178 (U RAE  SRIBUIRGHE T Sl
T B GRAREHE, GEK P OC R TS Y
A 55 2R R B 55, O 5 A T E , L
2 PRSI T 7 O RRAE 2 — R PR S, 3 TR
SEEJEE 1 1 B U, 8 4B A T B ] e 2 S BOE R Y
SEIL R IR 32 A 5 1) 14 ) 388 B AT ] RE Bl
BT SEBLAT  T
42.2  fERlEAIN (20204 3—7 1)

BE B BORT T4 B0l 5532 2] 4 1T A 52 ), il 30
LU, G A A T, R AN 2 2 X il i
JRTCTEAR B0 o 2 BEBBE, /N R A T 4440
B AT DG PRI i SR A A o) A A AR 45
SVRHIE o 257 R B8 O b B SCAR s S A R
T Bass AL I RLE R DA A AR R4 2 %) B3
T MAALTE TAERA N K, i Xt 51 T
FNGERE TG SRS, AT G ik B s 7 28 G
PEE , J& TS NIRRT ARk AR
P FEAR TS B B A MAIETEE T, B i
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Fig. 2 Changes of leadership characteristics during different phases of mega-crises
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Leadership of Small and Medium-sized Travel Agencies during Mega-crises

WU Jia", GENG Qinghui**, SUN Bowen**, HUNG Kam*
(1. College of Xingzhi, Zhejiang Normal University, Jinhua 321000, China; 2. School of Business, Qingdao University,
Qingdao 266071, China; 3. Trip.com Group, Shanghai 200335, China; 4. School of Hotel & Tourism Management,
The Hong Kong Polytechnic University, Hong Kong 999077, China)

Abstract: The COVID- 19 pandemic, as a global public health crisis, has greatly affected small and
medium-sized tourism enterprises. The pandemic lasted nearly three years in China; its impacts on the
tourism industry have ranged from immediate damage to rebound uncertainty and finally to
simultaneous opportunities and challenges. Small and medium-sized travel agencies’ responses to this
crisis have drawn scholarly interest. However, most research in this vein has pertained to crisis
management practices and a single leadership style; comparatively little attention has been given to the
characteristics, changes, and coping strategies associated with leadership during crises. No one style of
leadership (e.g., transformational, charismatic, responsible, or strategic) can account for how small and
medium-sized travel agencies survive and develop in times of crisis. A single style also cannot capture
all features of and shifts in leadership across crisis phases. Thus, based on the logic of “crisis phase—
leadership characteristics—leaders’ coping strategies”, this paper focuses on four small and medium-
sized travel agencies to perform an exploratory multi-case study. The agencies represent domestic,
inbound, outbound, and new tourism businesses. Semi-structured in-depth interviews were conducted
with three staff groups: leaders, middle and senior managers, and employees. Grounded theory was
adopted to discern the leadership characteristics of small and medium-sized travel agencies along with
leaders’ coping strategies at different phases of the pandemic.

Results showed that, in major crisis situations, leadership manifested as a resilient style with nine
characteristics (decisive decision making and action; individualized consideration; a spirit of
innovation; personal charisma and influence; intellectual stimulation; contingent rewards; forceful
promotion of changes; industry beliefs and sentiments; strategic thinking and decision making). In
addition, the nature of resilient leadership in different crisis stages mirrored that of decisive,
transformational, transactional, autocratic, authentic, and strategic leadership in normal situations. Such
leadership behaviors, although common, sparked travel agencies’ organizational transformation and
enhanced these agencies’ ability to respond to crises.

Theoretically, this research expands the understanding of leadership in crisis contexts, dissects
leadership within small and medium-sized travel agencies during crises, and contributes to similarly
sized tourism enterprises’ resilience and growth. Practically, the leaders of small and medium- sized
travel agencies will benefit from greater risk awareness and encouraging critical thinking, learning, and
innovation even under dire circumstances. It is critical that these leaders be able to think strategically in
order to cope with future challenges.

Keywords: mega-crises; small and medium-sized travel agencies; leadership; coping strategies; grounded
theory
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