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Abstract

This research explores the factors contributing to resilient knowledge management within the hotel industry
during the COVID-19 pandemic, characterized by volatility, uncertainty, complexity, and ambiguity (VUCA). A
mixed-methods approach, combining qualitative and quantitative research, was employed. Qualitative data was
initially collected through in-depth interviews with 16 senior executives from Bangkok hotels. Subsequent
quantitative analysis led to the development of a model. Six key factors emerged: 1) leadership, 2) information
and communication technology (ICT), 3) work processes, 4) organizational culture, 5) organizational structure,
and 6) motivation. The study highlights the crucial role of robust knowledge management, a culture of learning
and knowledge sharing, and effective ICT utilization in building organizational resilience. These elements are
essential for navigating VUCA challenges and ensuring the hotel industry can adapt and thrive. This research
contributes valuable insights into knowledge management within the hospitality and tourism sectors.
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