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RESUMO

O setor turistico e hoteleiro de forma global enfrentou impactos significativos durante a
pandemia de Covid-19, implementando medidas sanitarias, refor¢ando o uso de produtos de
higiene e limpeza e buscando inovacdes para garantir a seguranga dos hospedes. Em meio a
crise financeira causada pela pandemia, muitos hotéis enfrentaram desafios, como demissdes
temporarias de colaboradores, seguidas de suas readmissdes apos a superacao da crise. De
forma local, novos desafios foram enfrentados com a crise climatica no RS, no primeiro
semestre de 2024. Nestes cenarios, a resiliéncia emergiu como um elemento fundamental para
a sobrevivéncia dessas organizagdes em longo prazo, tornando-se um tema relevante para
pesquisa, com diversas lacunas e necessidades de investigacdo. Surge, assim, o Projeto
H.IND.RE (Hotel Industry Resilience), que validou um modelo multidimensional para
compreender a resiliéncia estratégica e organizacional no setor hoteleiro. Esta dissertagcdo se
integra tal projeto de pesquisa e tem por objetivo analisar as praticas inovadoras que promovem
a orquestragdo estratégica para resiliéncia organizacional no contexto de um grupo do setor
hoteleiro. Para isso, adota-se uma metodologia de pesquisa baseada em dados secundarios,
conforme diagndstico prévio do grupo em questdo pelo projeto H.IND.RE, orientando uma
survey com gestores do grupo, com o contexto do caso em estudo. Os resultados da pesquisa
efetivam um novo instrumento de mensuragao de orquestracao para resiliéncia, e identificam
relagdes positivas entre as dimensdes de antecipagdo, reorganizagdo, responsividade,
networking, aprendizado, e comunicagdo, do modelo H.IND.RE, com as praticas inovadoras
de orquestracdo para sensibilizacdo, integragdo, estruturagdo e alavancagem dos atores, foco
desta dissertagdo. Relagdes positivas entre a percepgdo de resiliéncia do destino turistico e
percepcao de resiliéncia organizacional também sdo identificados. Estes resultados visam
orientar o desenvolvimento de mecanismos da resiliéncia estratégica e a importancia das
praticas inovadoras de orquestragao de atores, processos e rotinas que fortalecam a capacidade
de adaptacao de grupos hoteleiros, diante de cenarios de incerteza e turbuléncia e de seus atores
na orquestracdo. As dimensdes do modelo de resiliéncia, baseadas em capacidades dindmicas,
podem ser aplicadas em contextos mais amplos, como comunidades e cidades, reforcando a

importancia das redes de colaboragao para a constru¢do da capacidade de resiliéncia.

Palavras-chave: Resiliéncia estratégica; Praticas organizacionais; Grupo hoteleiro; Inovagao;

Orquestragao; Adaptagao.



ABSTRACT

The global tourism and hospitality sector faced significant impacts during the Covid-19
pandemic, implementing sanitary measures, enhancing the use of hygiene and cleaning
products, and seeking innovations to ensure guest safety. Amid the financial crisis caused by
the pandemic, many hotels encountered challenges such as temporary layoffs of employees,
followed by their rehire after the crisis was overcome. Locally, new challenges arose with the
climate crisis in Rio Grande do Sul (RS) during the first half of 2024. In these contexts,
resilience emerged as a key element for the long-term survival of these organizations, becoming
a relevant topic for research, with several gaps and needs for further investigation. In this
context, the H.IND.RE Project (Hotel Industry Resilience) was created, which validated a
multidimensional model to understand strategic and organizational resilience in the hotel sector.
This dissertation is part of this research project and aims to analyze the innovative practices that
promote strategic orchestration for organizational resilience within the context of a hotel group.
To achieve this, the research adopts a methodology based on secondary data, drawing from a
prior diagnosis conducted by the H.IND.RE Project, which guided the design of a survey
applied to managers within the group, focusing on the specific case under study. The research
results consolidate a new measurement instrument for orchestration towards resilience and
identify positive relationships between the dimensions of anticipation, recombination,
responsiveness, networking, learning, and communication — all part of the H.IND.RE model
— and the innovative orchestration practices for stakeholder awareness, integration,
structuring, and leveraging, which are the focus of this dissertation. Positive correlations
between perceptions of tourism destination resilience and perceptions of organizational
resilience are also identified. These results aim to guide the development of mechanisms for
strategic resilience and highlight the importance of innovative orchestration practices involving
stakeholders, processes, and routines that strengthen the adaptive capacity of hotel groups in
the face of uncertainty and turbulence. Furthermore, the resilience model dimensions, grounded
in the dynamic capabilities framework, can be applied to broader contexts such as communities

and cities, reinforcing the importance of collaborative networks in building resilience capacity.

Keywords: Strategic resilience; Organizational practices; Hotel sector; Innovation and

competitiveness; Adaptation.



