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Abstract

This study aims to 1) examine the operational challenges of car rental businesses during
the COVID-19 pandemic, and 2) identify strategies to overcome the crisis to ensure business
sustainability. This qualitative research involved 10 car rental business operators selected through
purposive sampling. Data were collected using semi-structured interviews and analyzed through
content analysis and inductive reasoning in a descriptive format. The results showed that: 1) The
COVID-19 pandemic severely affected car rental businesses due to travel restrictions and border
closures, resulting in a sharp decline in customers and income. Operators faced high fixed costs,
especially in vehicle maintenance. To cope, they adopted online booking systems and emphasized
hygiene and safety measures to build customer trust. 2) Sustainable strategies included cost
reduction and technology adoption to enhance operational efficiency, such as online reservation
and payment systems. Marketing strategies were adjusted to align with changing customer
behavior, and new service models were introduced, such as short-term or contactless rentals.
Business recovery is expected to depend largely on the reopening of the country and the rebound
of the tourism sector.
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