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Abstract

Analysis and synthesis of the effects of the crisis caused by the COVID-19 pandemic suggest
that tourist behavior will change. This article adapts Philip Kotler’s concept of the Service Marketing
Mix or 7 Ps. In this framework, Product should present special characteristics to satisfy each group of

tourists, and Price should be matched to the level of service. With regard to Place, tourists can be
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expected to search for information about where to make purchases and share this on websites and
social media platforms. With regard to Marketing and Promotion, entrepreneurs should look for ways
to differentiate and present products effectively. With regard to People, staff should take on many
roles in their position and develop the potential to improve. With regard to Physical Evidence, digital
technology will be used for marketing and organization management. Finally, with regard to Process,
entrepreneurs will streamline labor processes, reduce staff numbers and use technology instead in
order to reduce the costs and increase the effectiveness of work processes. Therefore, this crisis has
changed many aspects of lifestyle and behavior, and tourist behaviors have changed to adapt to the
so-called “new normal” style. When the covid-19 crisis begins to subside, there is a need for tourism
businesses to create marketing plans to attract tourists to visit target site attractions. In order to
attract the tourists, the plans require unique differentiation strategies and story-telling techniques to
attract tourists and highlight key attractions. These strategies and technigues must also be adapted to

digital media.

Keywords: Covid-19, tourism marketing, New normal
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