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INTRODUCTION
This is an applied market research in 

collaboration with Singapore Zoo and aims to 
investigate the confidence of domestic market in 
visiting attractions in Singapore due to CVOID-19.  
Singapore Zoo was used as a case study.  
Singapore received the first COVID-19 case 
(Yong, 2020) on 23rd January 2020.  All 
international travellers were barred from entering 
or transiting through Singapore from 23rd March 
2020 onwards (Toh, 2020).  With more local 
COVID-19 cases, the Singapore Government 
implemented Circuit Breaker on 7th April (Yong, 
2020).  All non-essential businesses, including 
attractions and all other businesses in the tourism 
sectors, were instructed to cease operations during 
Circuit Breaker.  UNWTO (2020) forecasted the 
domestic travel market will recover faster than the 
international demand.  As a small island country, 
Singapore has always been relied on international 
markets.  However, the domestic market is likely 
to be the more important market segment for 
attractions in the near future.  Singapore Zoo 
revealed that the general concerns of the attraction 
sector in Singapore is that people, under the 
shadow of COVID-19, might be cautious of 
visiting attractions post lifting of circuit breaker.  
The cautiousness is probably due to the fact that 
Covid-19 is highly contagious and unknown (at 
time of study).  In addition, Ministry of Health in 
Singapore also warned the general public that the 
virus is possible to transmit from animal to human 
(Mahmud, 2020).  With the overall purpose to 
provide recommendations to Singapore Zoo and 
provide the findings as references to the attraction 
sector, this research will investigate the domestic 
market’s confidence in visiting Singapore Zoo; 
what their concerns are about visiting Singapore 

Zoo; and what challenges and difficulties they are 
facing in implementing safety measures during 
their visit to Singapore Zoo.  

LITERATURE REVIEW

Previous studies related to epidemic and 
attractions include participation in countryside 
activities during SARS outbreak in Hong Kong 
(Marafa & Fung, 2004); the influence of 
motivation and image of destination on intention 
to revisit Kinabalu National Park in the recovery 
phase of post-COVID-19 (Ramli et al., 2020): the 
future of hiking tourism post Covid-19 (Nordin & 
Jamal, 2021); the influence of COVID-19 on 
theme park attendance (Gabe, 2020); the impact of 
COVID-19 on entertainment sector (Nhamo et al., 
2020).  However, there is lack of previous research 
study on the general public’s confidence in visiting 
an attraction, and what concerning factors and 
challenges might affect their intention to visit an 
attraction under the shadow of COVID-19.  This 
research study assumed that visitors’ concerns are 
rooted from the transmission of the virus.  Droplet 
is one of the transmission modes of COVID-19 
(World Health Organization (WHO), 2020) 
through coughing and sneezing when a person in 
close contact with an infected person (Raffles 
Medical Group, 2020).  The virus can also be 
transmitted through contact routes (WHO, 2020) 
such as touching or shaking hands with an infected 
person (Raffles Medical Group, 2020).  A person 
in contact with surfaces and objects touched or 
used by an infected person, the virus might leave 
on the surfaces or objects (WHO, 2020).  Another 
person could be transmitted if subject touches his 
or her mouth, nose, or eyes after touching the 
surfaces and objects with virus (Raffles Medical 
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Group, 2020).  A list of concerning factors and 
challenges were deduced from analyzing the 
possible transmission modes in the environment of 
Singapore Zoo and data collected from focus 
group interviews.  

METHOD

Two stages of data collection were designed.  
The first stage was focus group interview to identify 
the potential concerning factors, challenges and 
difficulties in implementing safety measures.  There 
is a lack of literature in this domain, therefore the 
findings from the focus group interviews were 
needed for designing the questionnaire survey.  The 
focus group consisted of seven representatives from 
the major market segments of Singapore Zoo, which 
include schools, parents with children, 
non-government organizations (NGOs), and 
individual visitors.  Two rounds of focus groups 
had been conducted and the data was saturated.  
According to the coding and analysis result of the 
focus group interview, a questionnaire was designed 
for the second stage of data collection.  The 
questionnaire asked the respondents to rate their 
confidence in visiting Singapore Zoo; concerning 
factors of visiting Singapore Zoo; challenges of 
implementing safety measures; difficulty in 
enforcing safety measures on their youngest child; 
intention to visit Singapore Zoo after Circuit 
Breaker; in a 5-points Likert scale; and to state their 
past visitation experience of Singapore Zoo and their 
demographic information.  Screening questions 
were set to ensure that all respondents are residing 
in Singapore; above 18 years old; and had been 
to Singapore Zoo in 2018, 2019 and 2020.  A survey 
panel was used to distribute the questionnaire.  
Stratified random sampling was applied to ensure 
the samples represent age and gender distribution 
in Singapore.  The data was collected online from 
21st October to 5th November 2020.  415 samples 
were collected.  Singapore Zoo reopened on 6th 
July 2020 onwards.  As a result, some respondents 
had visited Singapore Zoo after Circuit Breaker.  
Data was analyzed with various statistical methods, 
such as Independent t-test and Oneway ANOVA, 
with SPSS.

FINDINGS

Background of Respondents
50.84% of the respondents are female while 

49.16% are male.  The majority, 24.82%, of the 
respondents are from the age group 65 or above, 
while the least, 8.19%, of the respondents are from 
the age group 60 – 64.  16.39% are from age group 
50 – 59; 17.83% from 40 – 49; 16.39% from 30 
– 39; and 16.39% from 18 – 29.  66.51% of the 
respondents have children while 20.29% of their 
youngest child are 7 – 10 years old; 14.86% are 
3 – 6 years old; while 10.14% are below two years 
old.  72.29% of the respondents had been to 
Singapore Zoo in 2018, 2019 and 2020 for 1-2 
times, 23.61% for 3-4 times while 4.10% for more 
than five times.  25.54% of them have visited 
Singapore Zoo after Circuit Breaker.

Confidence in Visiting Singapore Zoo
The mean of confidence in visiting Singapore 

Zoo was 3.88 (SD=0.95).  Male is found 
significantly more confident than female.  
Surprisingly, those with children is found to be 
significantly more confident than those without 
children.  The general thought might be those with 
children would be more cautious than those without 
children as children are more vulnerable to virus.  
The age group 18-29 is significantly more confident 
than the age group 65 or above.  Those had visited 
Singapore Zoo for more than five times in the last 
three years and those who had visited 3-4 times 
are significantly more confident than those who had 
visited 1-2 times.  The statistics showed that the 
parents with children are more experienced visitors 
to Singapore Zoo compared to the respondents 
without children.  The visitation experience might 
explain those with children were found significantly 
more confident than those without children.  

Concerns and Challenges of Visiting Singapore Zoo
According to the focus group interviews and 

literature review, 14 concerning factors of visiting 
Singapore Zoo were identified.  The survey found 
that the top three concerning factors include 
‘hygiene conditions of facilities’ (e.g. restroom, 
nursing room, diaper changing room, etc.), ‘hygiene 
level of the staff who handle food and beverages’; 
and ‘hygiene conditions of food and beverage 
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outlets’.  The three least concerned factors include 
‘spreading virus to other visitors and/or staff’; 
‘catching virus from the animals’; and ‘spreading 
virus to the animals’.  Female are found generally 
have more concerns than male.  Parents with 
children at 0-2 years old are found to have more 
concern on ‘catching virus from the animals’.  Those 
have not visited Singapore Zoo after Circuit Breaker 
have more concerns on ‘whether other visitors are 
adhering to safe management measures’ than those 
who have visited after Circuit Breaker.  

Four possible challenges of implementing 
safety measures during the visitation to Singapore 
Zoo were identified from focus group interview.  
The survey results showed the level of challenge 
of these four possible challenges from high to low 
as: (1) ‘wear mask for long hours in an outdoor 
environment’; (2) ‘touch face unconsciously when 
wiping off sweat’; (3) ‘maintaining social distancing 
when moving around within the zoo’; and (4) ‘wear 
mask for long hours in an indoor environment’.  
The focus group interview also identified four 
possible difficulties in enforcing safety measures on 
children when parents are visiting Singapore Zoo 
with their youngest child.  The survey results 
showed the level of difficulty of these four possible 
difficulties from high to low as: (1) ‘monitor child 
not to touch their faces / eyes’; (2) ‘ensure that 
child does not touch public objects’; (3) ‘ensure 
that child would keep a safe distance from other 
visitors / staff’; and (4) ‘request child to wear a 
mask/face shield for more than two hours in an 
outdoor environment.  Parents with their youngest 
child below 2 years old found it particularly difficult 
to ‘monitor children not to touch their faces / eyes’.  
Parents who have visited Singapore Zoo after 
Circuit Breaker found significantly more difficult 
to ‘ensure that child does not touch public objects’; 
‘monitor child not to touch their faces / eyes’ and 
‘ensure that child would keep a safe distance from 
other visitors/staff’.  

Intention to Visit Singapore Zoo
The average of respondents’ intention to visit 

Singapore Zoo is 3.96 (SD=1.13) under the 
influences of the concerns and challenges.  Those 
who have children have significantly stronger 
intention to visit Singapore Zoo than those without 
children.  Those who had visited Singapore Zoo 

for more t han five times in the past three years 
also showed a stronger intention to visit Singapore 
Zoo than those who had visited for 1-2 times.  The 
intention to visit Singapore Zoo is found 
significantly positively correlated with confidence 
in visiting Singapore Zoo after Circuit Breaker.  
It indicated that the higher the confidence, the strong 
the intention to visit.  All the concerning factors; 
three potential challenges of implementing safety 
measures (Challenge 1, 2 and 3) ; and one difficulty 
in enforcing the safety measure on the youngest 
child (Difficulty 3) are also found significantly 
negatively correlated with the intention to visit 
Singapore Zoo after Circuit Breaker.  The result 
might suggest that the correlated concerning factors, 
challenges and difficulty might impose negative 
influence on Singapore residents’ intention to visit 
Singapore Zoo after Circuit Breaker.  

IMPLICATIONS and CONCLUSION

The confidence in visiting Singapore Zoo is 
found to be positively correlated with the intention 
to visit Singapore Zoo.  This suggested the 
importance of rebuilding and maintaining the 
confidence among the Singapore residents.  It is 
not only the implementation of safety measures 
matter, but also the publicity of what safety 
measures have been done in Singapore Zoo to the 
general public.  Parents with children and those with 
more visitation experience are found to be more 
confident and have stronger intention to visit 
Singapore Zoo.  It implies that more marketing 
effort shall be diverted to these groups of visitors.  
All concerning factors are found correlated with the 
intention to visit.  Hygiene conditions of the public 
facilities is the top concern while two out of the 
top three concerning factors are related to food and 
beverage.  This implies that the general public might 
need more reassurance on the hygiene conditions 
of the public and food and beverage facilities.  Those 
who have not visited Singapore Zoo after its 
reopening are found to be doubtful on other visitors’ 
adherence to the safety measures.  Reassurance of 
enforcing safety measures in the Zoo might be 
needed in order to relieve this concern.  The findings 
of this research study are directly applicable to 
Singapore Zoo.  Since the operational procedures 
and setting are different between different types of 
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attractions (i.e. theme park, museum, aquarium etc.), 
the findings of this research could serve as a 
reference to the attractions other than zoos.  
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INTRODUCTION

The onset of the COVID-19 pandemic has 
forced a lot of countries to impose security measures 
to prevent the spread of the virus, which required 
a lot of companies and industries to adjust to the 
situation by adapting a work from home scheme. 
Technology has allowed workers in different fields 
to access their work easily thus, resulting in a blur 
between work and personal life (Chadee, et al., 
2020). This huge shift in lifestyle led to perceived 
absence of work life balance which can be a root 
of several problems (Deshpande et al., 2020). This 
meta-analysis aimed to analyze the different facets 
through which a worker’s work life balance can 
be affected while attempting to marry the concepts 
of work life balance with work life integration.

METHODOLOGY

This meta-analysis paper was conducted as 
part of the authors’ class output for a graduate 
course. Its objective was to identify what practices 
and adjustments have been done by different 
industries with their work protocols given the 
lockdowns implemented globally. The study also 

sought to identify and weigh the pros and cons of 
the new work arrangements that consequently 
emerged as a result of the COVID-19 pandemic.

A total of forty-one (41) articles, journals and 
published research materials were found and 
reviewed. Articles spanned globally, covering 
different continents and countries like Philippines, 
China, Korea, India, United States of America, and 
Europe. These articles were mostly published from 
2014 up till early 2021, covering topics related to 
work life balance and how the pandemic changed 
its dynamics.

The analysis was divided into three aspects 
resulting from prevalent and common themes which 
allowed the researchers to further extract key 
learnings from relevant related literature – namely 
(1) social (covering the changes people experienced 
because of the lockdown/work from home 
arrangements), (2) economic (covering the changes 
in policies companies underwent), and (3) 
environmental (covering what measures were and 
may be done in order to integrate companies and 
individuals into the “new normal”) aspects. 

FINDINGS
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Dealing with the effects of the pandemic is 
relatively uncharted territory for most, thus different 
companies had to think of ways to adapt to the 
situation to take care of both the business and the 
welfare of the employees. The COVID-19 pandemic 
has suddenly brought about a number of disruptions 
to when and where work is undertaken for 
employees. 

Work-life balance and Work-life integration 
were two concepts studied and compared based on 
impact and appropriateness to the current situation.

Work-life balance is “the extent to which 

one’s perceived allocation of physical, mental and 
emotional resources between work and non-work 
domain matches one’s expectations, personal goals 
and professional goals” (Deshpande et al, 2020). 

Work-life integration is when you integrate 
demands on time and talent of work, personal 
well-being, responsibility and family (Deshpande et 
al, 2020). It promotes more synergies with work 
and the other facets of an individual’s life. It 
signifies harmony, fluidity than trade-offs (Wheeler 
and Gunasekara, 2020)

Figure 1. Visual representation of mental model of balancing and mental model of integrating. Wheeler, M., 
Gunasekara, A., May 2020.

This section presents a perspective and 
analysis on the gathered impact in these three (3) 
key aspects: 

A. Social: 
Studies presented in the social aspect showed 

how the pandemic affected the lifestyle and 
well-being of every individual due to necessary 
adjustments in the working arrangements of the 
employees. Further, it was seen that different 
industries applied various types of work 
arrangements depending on the nature of their 
operation and logistical requirements. The said 
adjustments gave both positive and negative impacts 
to the workers, with respect to their social 
environments. (Anwer, 2020; Baert, et al., 2020, 
Chadee et al., 2020).

The effects of work arrangements on 
individuals were found to be different across ages, 
genders, type of households and cultures (Patil and 
Gopalakrishnan, 2020; Baert et al. 2020). Moreover, 
psychological and mental impacts in the forms of 
behavioural changes, stress and anxiety, need for 
social connection, and ethical dilemmas were seen 

(Anwer, 2020, Thorstensson, 2020). All of these 
factors ultimately affected one’s professional 
performance and fulfillment of personal needs.

Another interesting thing to note is that studies 
also tend to touch upon the coping mechanisms of 
people during the pandemic. The different boom 
in hobbies such as gardening, yoga, and baking were 
considered to be ways of coping in an effort to 
maintain the divide between professional and 
personal time (Anwer, 2020).

B. Economic: 
The onset of COVID-19 has forced companies 

to cope and provide tools for the employees for 
business continuity. Likewise, the prolonged 
pandemic situation has pushed every organization 
to review its process and transition to low-touch, 
digital processes. With these changes, HR and the 
various units must transition to a new work 
arrangement that will be safe and secure for the 
company and its employees. 

As in all business decisions, critical factors 
in adoption were the costs and benefits of a program. 
Indeed, almost one-third of firms cited costs or 
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limited funds as obstacles to implementing 
workplace flexibility arrangements. At the same 
time, implementing work flexibility practices 
resulted in reduction in absenteeism and increase 
in retention rate, reduction in recruitment/employee 
acquisition cost, increase in the productivity of an 
employer’s workforce, and improvement of 
employees’ health directly contributing to a higher 
customer retention rate. Although the reviewed 
literature have identified potential benefits along a 
variety of dimensions, the costs and benefits of 
adopting flexible arrangements differed across 
firms, industries and employers of different sizes 
- as analyzed from the Executive Office of the 
President Council of Economic Advisers (2010).

C. Environmental: 
It was evident how the pandemic has affected 

the organizational environment in the workplace. 
When faced with times of uncertainty, business 
owners should be able to be flexible and adapt to 
new situations. According to Carnevale and Hatak 
(2020), organizations adapted to a more inclusive 
approach to support all employees and their family 
structures.

Whereas proper access to the appropriate 
technology, equipment, productivity tools and 
technical and logistic support enabled employees 
to increase their productivity and improve work-life 
balance. Furthermore, access and use of video calls 
also helped increase work balance and productivity, 
compared to regular messaging and e-mail since 
feedback is faster, leading to proper communication 
between colleagues (Baert et al. 2020; Stadtlander 
et al. 2017). 

Those who were adjusted to remote working 
spaces may also encounter obstacles because of the 
inability to seek remote workspaces. For instance, 
the work-life balance of women is negatively 
affected because accomplishing household chores 
and family roles must be done in their work 
environment. Conversely, women can greatly 
benefit from the flexibility of WFH arrangements 
since it enables them to take care of both household 
and work-related tasks (Stadtlander et al. 2017; 
Thorstensson, 2020).

Literature showed that there was still minimal 
information on the respondents’ demographics and 
living conditions. The variety of occupations and 

work arrangements (work from home, on site or 
hybrid) from the respondents were also limited. 
Additional articles on the environmental aspect will 
be beneficial for the study.

CONCLUSION

A lot of studies have been made to discuss 
the current work from home set-up, with focus on 
work-life balance, but it is imperative to embrace 
the idea that work-life integration is the better goal 
to aspire and to address this new flexibility in work 
arrangements. 

Standardizing Work-life Integration
With flexible work arrangements as the new 

norm, companies will need to standardize work 
setting, productivity metrics, and 
employee-employer responsibilities to ensure that 
work-life integration and business goals are 
achieved.

Employees need to be aware of the 
responsibilities and deliverables to ensure proper 
time and resource management, given the social, 
economic and environmental challenges they face 
everyday.

Employers must also be conscious of their 
responsibility and capability to help their employees 
attain optimal efficiency while helping them achieve 
work-life integration. Employers may consider 
providing monetary incentives and allowances, and 
come up with engaging activities to motivate and 
promote mental wellness of their employees. 

The role of the leader in the company needs 
to change from a “participative leader”, where the 
leader actively seeks inputs from his team and uses 
it in future decision making (Janse, 2019, as cited 
in Patil and Gopalakrishnan, 2020), to a “thoughtful 
leader”, a leader with business intelligence, people 
intelligence and learning intelligence (Patil and 
Gopalakrishnan, 2020).

With the broad scope of the nature of the topic 
being studied, this meta-analysis aims to spot 
research gaps, and come up with recommendations 
accordingly. This study has limitations in the sense 
that most of the literature gathered are based on 
situations outside of the Philippine setting. Thus, 
this meta-analysis may serve as a foundation for 
further research to analyze actual effects of the new 
work arrangements and how it integrates into the 
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lives of the Philippine workforce. Moving forward, 
more studies on how to align work, well-being, 
responsibility and family will help employees and 
employers adapt to the new normal. It is 
recommended that future studies be made and 
gathered to analyze the work-life integration in the 
Philippine setting as the shift to flexible work 
arrangements is foreseen to be the new office set-up 
applied in various companies and industries. 
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INTRODUCTION

The quarantine measures due to the 
COVID-19 outbreak led to a number of negative 
psychological effects, such as frustration, confusion, 
infection fears, anger, and boredom (Brooks et al. 
2020). When it comes to traveling during the 
pandemic, the quarantine pressure could be 
complicated by the compulsory testing in the port 
of arrival. Often the airport was a step between a 
stressful flight and an isolation period; accordingly, 
it was the last moment of human interaction and 
an opportunity to ensure a stable emotional journey 
for people. 

While academics have widely acknowledged 
the topic of quarantine and lockdown (Mucci et al., 
2020; Rehman et al., 2021), the element of the 
airport arrival experience is yet overlooked. 
Therefore, this study's most important contribution 
is in exploring the arrival experience in the 
circumstances of strict measures to prevent the 
COVID-19 virus's spread and distinguishing 
stressors that may intensify the emotional distress. 
This study value adds to experiential management 
by identifying touchpoints that reduce emotional 

distress of the airport experience during the health 
crisis. Accordingly, this study draws 
recommendations to minimize the damaging 
psychological pressure of the arrival process. 

METHOD

Research Context
This study focuses on the perception of the 

Hong Kong International airport's (HKIA) arrival 
experience under the COVID-19 prevention 
measures. HKIA was the first airport to introduce 
a ubiquitous testing program upon arrival to all 
passengers from April 8, 2020 (Hong Kong 
Government, 2020). The timeline in Figure 1 
highlights the change in arrival procedures of HKIA 
in 2020. According to Civil International Air Traffic 
Statistics at HKIA (2021), in 2019, the airport 
handled 71.5 million passengers. The operations had 
dramatically changed with the average daily arrivals 
of 181 passengers a day during the last six months 
of 2020. The comparison of HKIA air traffic by 
passengers (Airport Authority Hong Kong, 2021) 
and new COVID-19 confirmed cases by month 
(DXY.cn, 2021) is presented in Figure 2. 

Figure 1. HKIA timeline of changes in arrival procedures 
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Figure 2. Hong Kong air traffic passengers and new COVID-19 cases (in millions)

Data collection and analysis 
Data for the study was drawn from 55 travel 

stories shared in the social media online group 
dedicated to Hong Kong quarantine upon arrival. 
The sample included a public post over 100 
characters, describing the arrival experience to Hong 
Kong via the airport, posted in the English language. 
The posts describing experiences from August 18, 
2020, till December 25 were included in the 
analysis. The start date represented the day when 
the arrival process started to take place within 
airport premises. The final date related to the 
introduction of 21-day quarantine when most stories 

switched their attention to the hotel experience. The 
stories were analyzed with the assistance of NVivo 
12 software program. 

FINDINGS & DISCUSSION

Initial analysis of word frequency derived 
from the stories provided a synopsis of the main 
themes discussed (Figure 2). The thematic analysis 
of data revealed vital touchpoints in the airport 
arrival journey that travellers emotionally 
emphasized.

Figure 3. Keywords mentioned in Hong Kong airport arrival travel stories.

Passengers often referred to negative 
adjectives to describe the difficulty of experience, 
such as exhausting, miserable, stressed, annoying, 
frustrating, boring, uncomfortable, jetlagged, and 
sleepy. One traveller shared that he/she "has been 
dreading this day for some time, not going to lie," 
another wrote that "it was by far the most exhausting 
travel experience I had so far." However, travelers' 
mindset was different from a usual journey, as they 
reflected to be thankful, grateful, impressed, lucky, 

and tried to smile. Following the more positive 
adjectives that people used to describe the 
experience, people appreciated the opportunity to 
travel and, as for many of them, return home. A 
high level of understanding was also 
unacknowledged in the travellers' neutral manner 
when sharing the timeline of their experience; even 
several had over 12 hours spent in the airport to 
go through the screening process and testing. 

Another evidence of traveller’s gratefulness 
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is that compliments to the airport associates were 
the most common theme identified in the 
experience. Passengers mentioned that the staff was 
terrific, patient, nice, helpful, sympathetic, lovely, 
and fantastic. The findings demonstrated the 
importance of human interaction and hospitality 
during the experience. One story mentioned that 
"they (airport staff) never let you feel like monsters." 
It was essential to feel welcomed by the associates 
in the airport, considering the social cost of 
travelling and the public's unwillingness to receive 
tourists at that time (Qiu et al., 2020).  

Arriving passengers were also impressed by 
the organization and appreciated the directions 
provided by the signs and associates. One narrative 
shared, "I am really amazed about the good 
organization. I really have an 'I love HK' feeling 
now”. Nevertheless, all travelers emphasized the 
importance of getting prepared for the experience 
in advance. Besides filling in the health forms, 
preparing snacks, yoga mat, and entertainment, 
travelers admitted the importance of the right 
attitude. One traveller reflected that “it is all about 
preparing yourself mentally when travelling in times 
like this”. 

People shared the tiny details of their 
experience, such as the type of furniture used in 
the waiting area, the kind of snacks provided, 
uploaded videos with instructions about the DTS 
test, and even shared photos (even not allowed to 
take photos in the restricted area). Moreover, each 
story shared online was followed by an extensive 
discussion of the experience. For example, people 
discussed which hand they should use for the 
wristband that is put on you in the airport for the 
duration of quarantine and when they can access 
their checked-in luggage. Attention to details 
suggests the importance of visualization of the 
experience before arrival in order to reduce stress. 
This proposition is aligned with previous quarantine 
recommendations that advise sharing with people 
as much information as possible (Brooks et al. 
2020). Unfortunately, the experience of travelers 
was not consistent and depended on the workload 
the airport had to handle, occupancy of the hotel 
arranged for late arrivals, ongoing change of 
procedures. Stories reflected that "things change fast 
and maybe different tomorrow". 

At the same time, the experience described 

in the stories also followed with the negative 
perception and stressors. People reflected negatively 
on violation of social distancing, which was often 
mentioned on the bus, charging areas, and queuing. 
Some people were frustrated "what is the point if 
we all end up together?". This negative reaction 
may be explained by the fear of getting infected 
with the virus and the effectiveness of the process, 
as social distancing is a widely communicated and 
accepted prevention measure (Wilder-Smith & 
Freedman, 2020). 

IMPLICATIONS

This research grained understanding of airport 
arrival experience during strict health control 
measures of COVID-19. The aim was not to find 
touchpoints to improve service quality but to 
indicate aspects that led to the negative or possible 
emotional reaction to limit the mental impact of the 
stressful experience. In the time of travel with 
quarantine measures, the governments should 
acknowledge the fact that ports of arrivals represent 
an opportunity to interact with people before 
potentially harmful psychological effects. The 
current study highlighted the importance of 
providing detailed information, human interaction, 
consistency of operations, and maintaining the same 
social distance measures throughout the entire 
arrival process in the airport to minimize stress. 
Further research may focus on travel providers’ 
communication of the health check measures and 
how travelers search information in times of 
constant change of regulations to deepen the 
understanding of the experience. 

The limitation of the study is that all stories 
that have been analyzed were shared online with 
further travellers; therefore, the heroes of these 
stories had an idea about the arrival process by 
reading other people's stories and were prepared for 
specific points of the experience. For example, in 
all analyzed stories, people mentioned that they 
filled in the health declaration in advance, prepared 
some snacks or even yoga mats, and tents to wait 
in the airport. Moreover, all stories were written 
in the English language; accordingly, people who 
had difficulty understanding the arrival procedure 
due to the language barrier were excluded from the 
analysis. 
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