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ABSTRACT
The outbreak and spread of COVID 19 has affected the hotel industry most. The
extension of the restrictive measures, coupled with future uncertainties further deepen
the woes of hotel industry in Ghana. The study aimed at assessing the impact of Covid-
19 pandemic on the performance of hotel industry in Kumasi Metropolis. Descriptive
survey design was adopted. Simple random and purposive sampling techniques were
used to select 384 management staff from forty-eight (48) sampled hotels within the
Kumasi Metropolis. Questionnaire was used to gather data from the respondents. The
finding showed that the emergence and spread of the COVID-19 pandemic has
extremely reduce the occupancy rate of the hotels in Ghana from 89.0% to 41.0%
representing 48.0% reduction from 2017 to 2021. The study revealed that COVID-19
pandemic has slow down the promotion and sales of the hotel product, reduce the
renting accommodation capacities to travellers, and poorly management of staff
schedule. It was evident that the emergence and spread of COVID 19 pandemic has
brought about a negative significant change with regard to profitability of the hotel in
terms of accommodation by 45.3%, restaurant by 43.7%, and the bar by 64.9% from
2017 to 2021. The study concluded that the spread of COVID 19 had a negative effect
on the operational performance of the hotel industries in the Kumasi Metropolis. It was
recommended that the government of Ghana should provide financial policies in
supporting production and operation of the hotel industry. Policies and measures such
as the “tax exemption, reduction, postponement, return and compensation”, will
substantially lower production costs for the hotels, and help them to survive the
difficult period of production and operation, while gradually returning to normal

business operations.
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CHAPTER ONE
INTRODUCTION
1.1 Background of the study

The hotel industry is dynamic and highly competitive. It is an industry in which
the guest dictates the pace and type of service, and in which because of increasing
competitiveness, has resulted in satisfactory service being the minimum expectation of
guests (Crick & Spencer, 2011). In Ghana, the hotel industry as a great industrial
component believably has experienced some growth with a good footing for future
development. The Global GDP in 2017 according to the World Bank was USDS80
Trillion. The 2017 Report of the World Travel and Tourism Council indicated that the
Tourism sector accounted for 10.4 percent of global GDP and 313 million jobs, or 9.9
percent of total employment (UNESCO, 2020). The report showed that in Ghana, the
total contribution of tourism to GDP was GHC12, 573.3m (USD1, 335.5m), 6.2 percent
of GDP in 2017 and was forecast to rise by 4.2 percent to GHC19, 852.8m (USD4,
522.3m), 5.7 percent of GDP in 2028. The report further said that regarding job
creation, the sector accounted for 5.3 percent of total employment (882,000 jobs)
including jobs indirectly supported by the industry. It was projected to rise by 16
percent to 807,000 jobs in 2028 (4.8% of total) (UNESCO, 2020).

The hotel industry has contributed significantly to the country's economy,
particularly in recent times, as the sector continues to demonstrate its potential as a key
driver of growth. To have success, and maintain the success, every hotel demands
extraordinary abilities and sustained efforts from its staff and to enhance guest
perception (Fischer, Khan, Khemani, & Najmi, 2009), but the Covid-19 pandemic has
confronted the hospitality industry with an unprecedented challenge (United

Nations World Tourism Organization (UNWTO), 2020). COVID-19 is a new infectious
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disease first identified in December 2019 in Wuhan, capital of China’s Hubei province
(Youssef, Zeqiri & Dedaj, 2020). It spread rapidly across Asia and worldwide, causing
a global public health crisis within a short period of time.

The hospitality industry is in crisis due to worldwide panic about COVID-19
whose duration and scope are still unknown. Many countries which depend heavily on
tourism are experiencing a devastating economic blow. However, the impact of
COVID-19 on tourism is a global concern; passenger numbers have decreased
dramatically, trips have been canceled, and major public events have been canceled or
postponed putting many jobs at risk and causing much decreased revenue from tourism
(Youssef et al., 2020). According to the World Travel and Tourism Council (2020), up
to 75 million jobs are at risk and this figure could change as the virus evolves which
would cause huge loss to the world economy. It estimates that global international
tourist arrivals could decline by between 1% and 3% in 2020 compared to an early
January 2020 forecast increase of 3% to 4% (UNWTO, 2020).

Critical global responses to control the spreading of the COVID-19 pandemic
have included travel restrictions, shelter-in-place and social distancing orders. Most
countries around the world have imposed partial or complete border closures, with
travel bans affecting the majority of the world’s population (Connor, 2020). With
millions suddenly unemployed, uncertainty over economic recovery, and global fears of
continuing COVID-19 spread and its future waves, the hospitality industry was among
the first industries affected, and it will be among the last industries to recover (Tappe &
Luhby, 2020). On 12 March 2020, Ghana reported its first COVID-19 confirmed case.
As at 26 May 2020, the total confirmed cases in Ghana were 6,808 with 32 deaths and
2,070 recoveries, statistically Ghana Health Organization indicates that from May 2020

to January 2021 there have being a surprising increase in the total confirmed cases from
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6,808 to 62,751 with 377 death. In March and through June 2020, the pandemic began
to exact unprecedented economic and social consequences. Since public health
concerns started to escalate in mid-March 2020, hotels rooms remain empty across the
country and lost room revenues (Annoh, 2020). Since August 2020, almost half of the
hotel industry employees are still not working. The Tourism and Hospitality Industry
has incurred losses running into $171million as a result of the coronavirus (COVID-19)
pandemic (Annoh, 2020). This has necessitated in finding out the impact of covid-19

pandemic on the hotel industry in Kumasi Metropolis.

1.2 Statement of the Problem

The outbreak and spread of Covid-19 has affected the hotel industry most. The
extension of the restrictive measures, coupled with future uncertainties further deepen
the woes of hospitality facilities. The industry fallout which is currently unfolding is
undoubtedly challenging and that more hotels have hinted of closing down should the
situation persist for a while. (B&FTOnline.com). The General Manager of Eusbett
Hotel, 3-Star facility in Sunyani, Robert Mensah, in an interview with the B&FT said
since the beginning of the COVID-19 crisis, the Hotel had taken some difficult but
inevitable measures, including job cuts to stay afloat. He revealed that occupancy rate
at the 150-room hotel with ten conference centres, has reduced significantly from 88
percent as at the imposition of the ban on public gathering to two (2) percent. The
situation he noted, has accounted for cutting down staff from 154 to 60, adding “Of the
remaining 60 workers, we run a two-week shift system where 30 people are on duty at
a particular time.”

Preliminary findings of a longitudinal study conducted by the editorial team of

the Journal of Hospitality Marketing and Management indicates that reopening the sit-
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down restaurants and easing travel restrictions will not bring customers back
immediately (Gursoy et al., 2020). A large portion of individuals (over 60%) are not
willing to dine in at a restaurant immediately. The same is true for staying at hotels.
Most customers (over 60%) are not willing to travel to a destination and stay at a hotel
any time soon. Only around a quarter of the customers have already dined in a
restaurant and only around one-third are willing to travel to a destination and stay at a
hotel in the next few months (Gursoy et al., 2020)

A report by Annoh (2020) also revealed that since the implementation of the
restrictive measures in Ghana, occupancy at hotels has considerably dropped, hovering
between 2%-5%. The CEO of Tyco City Hotel, Nana Kwame Aning also disclosed that
the work force of 85 has been reduced more than 50 percent, saying “In the worst case
scenario, we will close the hotel should situation lingers on for long.” Certainly,
COVID-19 is the greatest global phenomenon crippling the hotel industry since the
global financial crisis in 2008. It will affect all levels of hospitality, but not everyone
has the same capacity for recovery. Large hotel chains will certainly bounce back
quickly, but for all other establishments, the pandemic is a test of adaptability and
resourcefulness.

The full fallout is unknown, as the ultimate scale of the outbreak is yet to be
determined. However, travel restrictions and social distancing policies have had a
dramatic effect on the hotel industry. However, this study assesses COVID -19 impacts
on hotel industry in Kumasi Metropolis with the aim of suggesting areas that will
require critical intervention as the country struggles with measures of revitalizing the

economy and mitigating the impact of Covid-19 on the Ghanaian economy.
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1.3 Purpose of the study
The purpose of the study is to assess the impact of covid-19 pandemic on the
hotel industry and ascertain the difference between the performance of hotels in

Kumasi Metropolis.

1.4  Objectives of the study
The specific objectives of the study:
1. To analyze the trends of customer patronage of the hotels in Kumasi Metropolis
in the outbreak and spread of COVID-19 pandemic.
2. To assess the perceive effect of COVID-19 pandemic on the operational
activities of hotel industry in the Kumasi Metropolis.
3. To assess the effects of COVID-19 pandemic on hotel industry performance in

the Kumasi Metropolis.

1.5 Research questions
The following research questions were developed for the study;
1. What are the trends of customer patronage of the hotels in Kumasi Metropolis
in the outbreak and spread of COVID-19 pandemic?
2. How has the COVID-19 pandemic affected the operational activities of hotel
industry in the Kumasi Metropolis?
3. How has COVID-19 pandemic affected the hotel performance in the Kumasi

Metropolis?



University of Education,Winneba http://ir.uew.edu.gh

1.6 Significance of Study

This finding of the study will be of great importance to academicians, Ghana
Tourist Board (GTB), hotel managers, policy makers, as well as the government. This
study will help contribute to policy development in restoring the hotel industry at their
formal position. The findings will then help to inform Policy Makers on the extent to
which the spread of COVID-19 pandemic has affected the hotel industry in the Kumasi
Metropolis.

The outcome of the study would provide the hotel managers with specific
administrative impacts concerning the spread of COVID 19 pandemic on hotel industry
and design appropriate interventions that would enhance the operational activities of
the hotels. The academicians will also benefit from this study. The results of the study
will be used by theorist and the published results will be used as referencing materials
for future studies on the influence of COVID-19 on the hotel industry in Ghana. The
theorist would find the study needful in developing a predictive model on how COVID-

19 affected hotel industry and the economy at large.

1.7 Delimitation of the Study

The purpose of the study is to assess the effects of the COVID-19 pandemic on
the hotel industry. Therefore, the study was geographically be limited in scope to only
the hotels in the Kumasi Metropolis. The study is conceptually limited in scope to the
research objectives stated above including; trends of customer patronage of the hotels
in the outbreak and spread of COVID-19 pandemic, effect of COVID-19 pandemic on
the operational activities of hotel industry, effects of COVID-19 pandemic on hotel

industry performance, and the difference between the performance of hotels in Kumasi
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Metropolis before and after the outbreak and spread of COVID-19 pandemic.
1.8 Organization of the Study
This study is organized in five chapters. Chapter one is the introduction which
deal with the background to the study, statement of the problem, purpose of the study,
objectives of the study, research questions, significance of the study, delimitation of the
study, and organisation of the rest of the study. In chapter two, a related literature is
reviewed. A conceptual study is developed based on the literature review. Chapter three
discuss the research design, population and sample and sampling technique, the
research instrument for collecting data, method of data collection and data analysis.
Chapter four presents the results and discussion of the study based on the
research objectives of the study. Chapter five, the summary of the study and the key
findings which also include the conclusion drawn on the findings and recommendations

as well as suggestions for further research were presented.
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CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

This chapter presents a review of theories and related literature to the study. The
chapter also looked at the overview of tourism industry, hospitality industry in Ghana,
Hotel industry in Ghana, and the role of hospitality industry to the national. It further
reviews Covid-19 pandemic, effect of Covid 19 on customer patronage of the hotels,
effect of COVID-19 pandemic on the operational activities of hotel industry, and

effects of COVID-19 pandemic on hotel industry performance.

2.2 Overview of Tourism Industry

Tourism is the temporary movement of people to destinations outside their
normal places of work and residence, the activities undertaken during their stay in those
destinations, and the facilities created and services provided to cater for their needs
(Collins-Kreiner & Wall, 2015). Tourism was defined as people travelling abroad for
period of over 24 hours (Vijaya, 2016). It involves the motivations and experiences of
the tourists, the expectations of and adjustments made by residents of reception areas
and the roles played by the numerous agencies and institutions which intercede between
them (Collins-Kreiner & Wall, 2015). Tourism is multifaceted phenomenon which
involves movement to and stay in destination outside the normal place of residence.

According to Tourism Society in Britain (2013), tourism is the temporary short-
term movement of people to destination outside the place where they normally live and
work and their activities during the stay at their destinations, including movement for
all purposes, as well as day visit or excursions. Tourism mostly depends on the range

and types of accommodation available at the destination. Accommodation is a core of
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the tourist industry, and plays a distinctive role in the development of this ever-
expanding industry. Tourism also tends to give support to local handicrafts and cultural
activities; both in urban and rural areas. Expenditure by tourists has a multiplier effect
and also generates considerable tax revenue for local economy. Tourism has become a
major and an integral part of economic, social and physical development (Viyaja,
2016). It comprises complete system of nature, the universe, the space and the galaxy
which includes the man and his activities, wildlife, mountain and valleys, rivers and
waters, forest and trees, social and cultural system, flora and fauna, weather and
climate, sun and the sea.

Tourism is a service industry, consisting of transportation, accommodation and
hospitality. The term tourism and travel are often used interchangeably though literally
there is a difference. The tourism industry is a major sector of the economy of any
nation. The constituents of the tourism industry are varied ranging from small scale
businesses operating at local levels to multinationals. More over these different
components are closely linked to each other. This linkage is there in spite of the
competition within one set of constituents. The tourism industry is made up of the
following;

a. Hotel and hospitality, this includes lodges, resorts, tourist homes, guesthouses,
restaurant and eatery among others.

b. Transportation services that include air, water, road, rail and foot.

c. Entertainment services that is casinos, social halls, churches and mosques.

d. Information services that is travel agencies, tour operators etc.

e. Attraction services both natural and manmade.

f. Education and research, which is tertiary colleges and universities.

g. Stakeholders that is shareholders, local community and the government.
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According to the World Tourism Organization (2020), the international tourism
has indicated continues growth for the tenth consecutive year reporting 1.5 billion
international tourist arrivals in 2019 and estimated 1.8 billion of international tourist
arrivals by 2030 (United States Department of Health and Human Services [USDHHS],
2017). Reporting the COVID 19 or the Corona outbreak started from Hubei province,
Wuhan City in China in November, 2019 and spread all over the world by March, 2020
has been remarkable in world history as the most challenging tragedy occurred in the
world after decades may be the World War II (Yudaken, Bell & van Rensburg, 2020).
The major disruptions on the global economy from the transmission of this virus
especially to the retail sector, food, consumer goods, healthcare delivery and a potential
curtailing of travel and tourism as major drivers of the most of the countries in the
world is in immeasurable and severe than expected by many. The situation should be
strategically addressed with suitable proactive and reactive measures considering the
current situation and to overcome future threats to ensure the socio economic wellbeing
of all humans keeping space for increased travel and tourism (Yudaken et al., 2020).

However, the decisions on limiting the movements of people and commodity
mainly affected to the industries like tourism, because, tourism include air
transportation, rail way transportation, food handling, accommodation sector,
entertainment and recreation etc. it impact on COVID-19 pandemic on tourism and
hospitality sector (Ozili & Arun, 2020). Being a country has very less experiences on
health system with respect to technical and technological to protect such types of
pandemic in the globe. Ghana was to clear mechanism to mitigate the risk of the
pandemic and survive the country economy and social problem. However, after the
pandemic case reported in Ghana was the Government is highly participate to make

measurements, policy and rule to mitigate the pandemic consequences in the country.

10
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Due to this, regular hand wash policy, social distance, use mouth and nosh protective
masks. There are number of service providers such as accommodation suppliers, travel
agencies, event coordinators, and transportation Suppliers etc. At the current situation

they do not receive any income from their tourism products.

2.2.1 Hospitality industry in Ghana

Hospitality 1s a key industry for global economic growth and has a broad
economic reach as it provides a forum for various activities such as trade shows and
business meetings considered critical catalyst of economic prosperity. Hospitality is
reputed to be one of the world’s oldest professions. It is often used to describe such
endeavours as the provision of food service, accommodation, conventions, attractions,
leisure and travel (Ottenbacher et al., 2009). On the other hand, hospitality can be used
descriptively to explain the way in which an individual relates to another (Crick &
Spencer, 2011) and this can be described as hospitableness. Hospitableness refers to the
authentic kindness and generosity of a person, while hospitality refers to the creation of
experiences (Pizam & Shani, 2009). Hospitality, as an effort towards the creation of
excellent experience for the guests is the focus of this study.

Hospitality is an industry in which the guest dictates the pace and type of
service, and in which because of increasing competitiveness, has resulted in satisfactory
service being the minimum expectation of guests (Crick & Spencer, 2011). The
industry is one of the most important sectors of a nation’s economy. They provide and
create jobs, especially during times of holidays (summer break); they are a source of
innovation and entrepreneurial spirit; they harness individual creative effort; and they
create competition and are the seed bed for businesses of the future. In short, hospitality

industries are vitally important for the development of the economy. Hospitality

11
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industry refers to the services rendered by hotels, restaurants, resorts and entertainment
sector of the economy (Walker, 2007). Numerous structures have been established in
Wa Municipality to promote the image of the hospitality industry. This great step is a
collaboration of the government and the private sector within the economy (UNWTO,
2008) Hospitality is the act of kindness in welcoming and looking after the basic needs
of guests or strangers, mainly in relation to food, drink and accommodation (Tuhin,
2011).

A contemporary explanation of Hospitality refers to the relationship process
between a guest and a host. Ideally when we talk about the “Hospitality Industry”, we
are referring to the companies or organizations which provide food and/or drink and/or
accommodation to people who are away from home. However, this definition of the
“Hospitality Industry” only satisfies most situations. The hospitality industry includes
hotels and restaurants, as well as many other types of organizations or institutions that
offer food, drink, shelter and other related services. These products and services are
offered not only to people away from home, but also to local guests. According to
Ghana Tourism Authority (2015) there are two main business sectors in the hospitality
industry:

1. Accommodation: To provide accommodation (and usually food and drink) to
people who for whatever reason are away from home

2. Food and beverage: To provide food and beverage to local, commuting,
transient customers and tourists

The hospitality industry’s main function is to offer travellers homes away from
homes and provide friendly reception and warm greetings (Walker, 2007). It is made up
of businesses that provide lodging, food and other services to travellers, the main

components are hotels, motels, inns, resorts and restaurants (Ghosh, 2006). The

12
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hospitality industry in Ghana has moved from the side-lines to the Centre stage of
socio-economic strategies. Currently, Ghana ranks 14th on the list of most visited
hospitality industry in Africa (Ghana Tourism Authority, 2015). The relevance of hotel
units in the hospitality industry cannot be overestimated. Accommodation (hotels) takes
31% of tourists’ expenditure-averaging US $1million per trip (Haya, 2000).

Ghana is gradually shifting its attention from primary commodities to market-
oriented economy with emphasis on hospitality industry in general. It is widely
recognized that the hospitality industry is directly linked to the country’s cultural,
economic and intellectual potential. These must therefore be managed to meet
international standards in order to realize the full benefits that the industry offers.
Businesses are increasingly been asked to shoulder responsibility for their social,
ethical and environmental impact, with this pressure particularly keenly felt in
consumer-facing industries (Narteh, 2013). In the field of hospitality management,
previous studies regarding corporate level strategies have primarily focused on topics
of branding, franchising, internationalization, and leadership as there is lack of
available literature on the contribution of hospitality industry (hotels) to the
development of the economy (Mensah, 2009). Since 1945, the hospitality industry has
grown rapidly to become one of the world's foremost economic phenomena (Walker,
2007).

Many countries have already realized the potential positive economic impact of
the hospitality industry and have since taken steps towards the development of hotels.
The contribution of hotels to national economies cannot be over emphasized. Its
benefits to national economies are: revenue earner and contribution to GOP for most
governments, generation of employment, improvement of social services, and

development of infrastructure and above all rural development (Mensah, 2009). For

13



University of Education,Winneba http://ir.uew.edu.gh

instance, according to the headline results for 2015, reported by Ghana Tourism
Authority (2015), the Western Australian hospitality industry directly accounted for
$3.0billion, or 9.6% of Australian total hospitality industry value added. Ghana
Statistical Service (GSS) (2013) relying on the report by the World Tourism
Organizational Report (2006), states that the hospitality industry in sub-Saharan Africa
enjoyed a robust annual market share growth rate of 10 per cent.

According to Narteh (2013), the hospitality industry like hotels can be
beneficial to a country's economy in several ways. At present insufficient information
about the hotel industry which is part of the hospitality industry in Ghana hinder the
market from progressing and improving. Research is needed to find out the contribution
of hotels to the development of the Ghanaian economy Since the late 1980s the
hospitality in Ghana has received considerable attention in the economic development
strategy of Ghana. However, regional dimension of development has become the
subject of scientific and technical research in recent times, imposed on the processes
and problems of inequality in utilization, organization and landscaping (Haya, 2000).

The development of hospitality industry in an area basically depends on the
level and phase of development of the overall economy in the area. Thus, it can be
concluded that the development of hotel industry is linked to the development of the
country like Ghana (Bohdanowicz, 2001). There has been a growing body of literature
that addresses hotel as a viable economic option for local community development
(GSS, 2013). However, there is little evidence on the literature that depicts specific the
role of hotels to local communities’ development which is one of the core elements for
developing a viable hospitality industry in a destination. According to Ghosh (2006),
communities form a basic element in modern hotels as they are the focal point for the

supply of accommodation, catering, information, transport facilities and services. The
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hospitality industry has seen tremendous change over the last decade. Hospitality
business today is an integral part of the human life whether in a commercial scale or in
small scale.

The hotel industry form a sector in the economy that do not undermine the
integrity of their customers in service delivery and therefore seek to always provide
satisfaction now and in the future (Narteh, 2013). But as Ghana initially ignored the
hospitality industry by not paying attention to the hotel industry, as a result, most of the
hotels in the hospitality industry did not meet the standards expected of them in terms
of service delivery such as adequate facilities, excellent customer relationship,
knowledge of product or service offerings, trained personnel and provision of
confidence and trust of services offered (Kim, 2005). The international hotel industry
has rapidly grown to become the largest employer of the world, by providing jobs for
more than 200 million people (UNESCO, 2013). The impact of the hospitality industry
to the GDP ranges from around 2% for nations where the hospitality industry is a
relatively small sector, to over 10% for nations where the hospitality industry is an

important part of the economy (UNESCO, 2013).

2.2.2 Overview of Hotel industry in Ghana

Hotel enterprises are in a strategic position to bridge the two worlds of the
domestic setting and the commercial environment as they attempt to deliver on the
service promise (Crick & Spencer, 2011). Lashley (2001) referred to this as attempting
to “square circles” as managers, through their employees, must provide a good level of
hospitality, balancing it with the requirements to be efficient and profitable. Hotels
provide their guests with an environment similar to a domestic (home) setting but the

guests have less control over the arrangements in a hotel than they would in a domestic
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environment. This situation has implications for the management of service quality.
The need to create a familiar domestic setting in the hotel environment with the need to
be commercially viable and profitable creates a challenge that is unique and interesting,
making hotel work both challenging and exciting (Crick & Spencer, 2011; Pizam &
Shani, 2009).

It is a daunting challenge to create a feeling of being at home while
simultaneously trying to create an extraordinary experience for the guest (Crick &
Spencer, 2011). Sherman (2007) has likened this situation to striving for an almost
impossible task, arguing that the best hospitality experience may require services
beyond that of a mother, preferable that of an “idealised mother”. Hotel work is
complex and challenging and seems to incorporate both the pleasures and pains of
service work (Korczynski, 2002). Even the demanding aspects of hotel work are
perceived as opportunities to demonstrate skill and competence in a bid to create
memorable experiences for guests (Pizam & Shani, 2009). The nature of the hotel
sector therefore requires committed, well trained and motivated staff.

The hotel industry in Ghana has seen tremendous growth over the years. This
section discusses the hotel industry in terms of the growth of hotels. The section also
discusses room occupancy rates and the contribution of the sector to the national
economy. The last part of this section therefore explores the regulation of the sector and
the categorization of accommodation and classification of hotels. The number of hotels
grew from 509 in 1992 to 992 by year 2000. This period marked a slow growth rate,
increasing by just 483 hotels in nine years. By 2017, the number of hotels had increased
to 2,914. The growth at this stage was relatively rapid, growing by 1,922 hotels in 17

years. The relative stability of the Ghanaian political system, coupled with the
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continuous growth of the economy served as a catalyst that encouraged the growth of
the hotel sector.

The Tourism Act categorizes accommodation enterprises in Ghana into five;
that is, category A to E. Hotels, resorts and motels are categorized under category A.
Category B enterprises include catering rest houses; budget hotels, guest houses, and
game lodges/eco-lodges. Hostels and home-stays are under category C. The fourth
category, category D is made up of tourist homes, serviced flats, and holiday
apartments. Tourist campsites and caravans are categorized under category E. In
addition to these five categories, there are other supplementary enterprises that are also
regulated by the GTA and they include: movie houses; spa and health farms; theme
parks; golf courses; commercial tennis facilities; gymnasia; and commercial swimming
pools. Hotels, Resort and Motels are classified according to the star system and
standards, which are commensurate with international requirement. The hotel industry
is divided into five classes, namely;

e One Star (4th class)

e Two Star (3rd class)
e Three Star (2nd class)
e Four Star (Ist class)

e Five Star (Luxury)

The GTA describes a motel as an accommodation facility located on the
outskirts or in the countryside near a major highway. Its guests are generally drivers in
transit. The buildings of a motel may be laid out as independent units or as a single
block of independent units. A garage or carport is located in the immediate vicinity of
the guestrooms. Resorts on the other hand refer to accommodation facilities located on

spacious grounds and offer a central basic theme activity with a wide range of
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supporting activities as well as extensive leisure and recreational facilities in addition to
full serviced guestrooms, chalets and so on. Guesthouses are accommodation facilities
deemed to have met the standards set for 1-2 Star hotels but have limited guestrooms;
having only between 4 and 9 guestrooms. Budget hotels describe accommodation
enterprises whose facilities are deemed to be below the standards required by the star
system and standards.

The Ghana Tourist Authority maintains records on the rate of occupancy of
hotels in the country. However, 2009 is the most current record the GTA has
confirmed, and records available reflect only 2 - 5 star hotels. The discussions in this
study cover a 10-year period, from 2000 to 2009. Within this period, 2007 and 2008
recorded the highest occupancy rates of 94.4% and 93.0% respectively; and this
occurred in the 5-star hotel category. 2008 and 2009 recorded the lowest room
occupancy rates of 52.9% and 54.2% respectively; and occurred in the 2-star hotel
category. For the period under consideration, the 4 and 5 star hotels had the highest
average hotel room occupancy rate, registering almost 80% each, while the 2-star hotels
category recorded the lowest occupancy rate of about 64%. There are however no
records available from the GTA for the room occupancy rates for 1-star hotels.

There are institutions and laws that either regulates the operations of the tourism
industry in general and the hotel sector in particular, or are significant players in the
industry. The Ministry of Tourism, established in 1993, is responsible for tourism in the
country. The ministry is responsible for initiating and formulating tourism policies,
undertaking tourism development planning and monitoring and evaluating the
performance of the industry. Other government units that play significant roles in the
industry include the Ghana Tourism Authority and Hotel, and Catering and Tourism

Training Institute (HOTCATT). HOTCATT is mandated to develop the human
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resources capacity for the industry. The operation of the tourism industry in Ghana is
governed by the Tourism Act, 2011 (Act, 817). The Act creates and vests power in a
body known as Ghana Tourism Authority (GTA). The GTA is the main implementing
body of the Ministry of Tourism. GTA replaced the Ghana Tourism Board, established
in 1973 by NRCD 224. The hotel sector is one of the major sectors in the tourism
industry, and is therefore regulated by the GTA and the provisions of the above

mentioned Act.

23 The Role of Hospitality Industry to National Development

Hospitality industry is a vital part of the global economy. At the macro level,
hospitality industry is estimated to promote economic growth by generating foreign
exchange as well as increase various forms of government revenue. At the micro
level, hospitality industry is expected to facilitate job creation, income and revenue
thereby enhancing development, which ultimately should improve the quality of life
of residents. Hotels are a service-based industry and as such, have been an important
factor in service-sector growth into the economy (Walker, 2007).

The hospitality industry plays significant roles in many economies, including
those of the developing world such as Ghana, where there is increased importance and
recognition for the Service sector. The percentage share of the Service sector to the
Gross Domestic Product (GDP) in recent times ranges between 21% and 64%
(Ministry of Tourism, 2013). The hospitality industry is one of the world’s major
industries. It comprises of diverse activities, which include the hotel industry. The
growth of the Service industries has created a demand for research into their
operations and marketing. The hospitality industry’s success can be seen as one of the

key components of growth in the Ghanaian economy. One perceived problem found
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by previous studies in the hotel industry in Ghana is the differences in the quality of
the services that are delivered by entities in the industry.

Hotels are gradually seen as a key community tool enhancing development
(Walker, 2007). At community levels, hotels offer opportunities for direct, indirect,
and induced employment and income, spurring regional and local economic
development (Kim, 2005). Hotel jobs are often seasonal; causing under-employment
or unemployment during some times. Labour may be imported, rather than hired
locally, especially if particular skills or expertise is required, or if local labour is
unavailable. Some hotel businesses are volatile and high-risk ventures that are
unsustainable. Providing hotel services create a lot of waste. In the second half of the
twentieth century the service sector like hotels, lodges, and rest houses emerged in the
world as a major source of employment whilst the industry dwindled (Ghosh, 2006).
This droves to the world evolution of service companies and sectors, including
railways, shipping, airlines and banking (Kim, 2005).

For the hotel industry, published research illustrates development, ranging
from 43 A.D to the early 21st century (Kim, 2005). This is particularly the case in
developed countries, where hotel industries have become an important economic
sector with a great number of indicators showing the signs of economic growth as
predicted by the International Monetary Fund. The maiden African Hospitality Show
2013 which took place at the Accra International Conference Centre from September
12th -14th 2013 gave Ghana some prominence in the African Hospitality Industry.
According to The Ministry of Tourism (2013), the development of the hospitality
industry boosts the overall economic growth of the country. The hospitality industry
employs various segments of the Ghanaian economy, as well as contribute greatly to

the socio-economic development of the West African country.
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Ghana Tourism Authority. (2015) revealed that more people are employed in
the hospitality industry, making a significant contribution to our economy. There are
huge opportunities and social benefits still to be gained by continuing to make
progress. For hotels, it seems easy enough to measure the direct economic impacts:
number of jobs created at the hotel, local purchase of goods and services, various
taxes paid. The most obvious impact of the development of the hotel industry is the
creation of jobs and contribution to GDP in terms of taxes. The hotel and restaurant
sub-sector is a major driving force in the service sector. The hotel sector made
significant contribution to Ghana’s GDP over the years. In 2003 for instance, the
sector contributed about 2.12% to GDP. Contribution to GDP grew since then to
about 2.89% in 2009 (Ministry of Tourism, 2013). Ultimately, the stay of foreign
visitors was a vector for disseminating a positive image of the region welcoming
potential travelers. Both public and private investments in various tourism subsectors
have expanded as well. The growth in tourism can also be seen in the expansion of
activities in the hotel sector where the number of hotels approved and licensed in
Ghana increased from only 1622 in 2009 to 2000 in 2013 (Ministry of Tourism,
2013). It is nevertheless necessary to underline straight away that this first effect was
accompanied by many others. On one hand, the building of hotels and the
infrastructures necessary to their functioning generated the considerable investments

that are proper to stimulating technical, industrial and financial developments.

24 Overview of Covid-19 Pandemic
Epidemiological evidences point at the outbreak to have association with a
seafood market in Wuhan (Wu et al., 2020; Xu et al., 2020), a city in Hubei province in

China. The first case was reported in China (on 12 December 2020), but by the month
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end in January 2020, the virus had infected around two thousand people in the country
(Wu et al., 2020). From the probable place of origin the zoonotic transmission began
and spread in countries all over the world. This became possible due to the virus’s
higher tendency of getting transmitted among human population (Bai et al., 2020;
Gautam and Trivedi, 2020; Liu et al., 2020). Tourism is termed as a complicated
psychological process (Cutler and Carmichael, 2010) and the impacts of SARS are also
primarily psychological in nature (Wen et al., 2005).

On 12 March 2020, Ghana reported its first COVID-19 confirmed case. As at
26 May 2020, the total confirmed cases in Ghana were 6,808 with 32 deaths and 2,070
recoveries, statistically Ghana Health Organization indicates that from May 2020 to
January 2021 there have being a surprising increase in the total confirmed cases from
6,808 to 62,751 with 377 death. In March and through June 2020, the pandemic began
to exact unprecedented economic and social consequences. Since public health
concerns started to escalate in mid-March 2020, hotels rooms remain empty across the
country and lost room revenues (Annoh, 2020). Since August 2020, almost half of the
hotel industry employees are still not working. The Tourism and Hospitality Industry
has incurred losses running into $17Imillion as a result of the coronavirus (COVID-19)
pandemic (Annoh, 2020)

The decade 2020 started with a much unsettling and unfortunate occurrence of
new disease in the line of over 30 novel infections that the world has experienced in
past 30 years (Nkengasong, 2020). Countries like United States of America, Brazil,
India, Italy, Spain, France, South Korea, Italy, Iran and many more are experiencing
unprecedented spread of the disease and life loss from past several months. The impact
of current corona virus outbreak till date has long surpassed those that were observed

during SARS epidemic in 2002 - 2003.
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Corona virus cases stand at over 10 million worldwide and the reported deaths
due to the infection have crossed 500,000. The enormity of this outbreak can be
imagined from the fact that even the leaders and prominent people couldn’t escape
from the infection, for instance the virus infected British Prime Minister Boris Johnson,
who had earlier warned citizens of the United Kingdom to prepare for the potential loss
of lives in the country. Akin to COVID 19, the previous SARS outbreak was
characterized by its rapid spread, which led to travel advisories issued by World Health
Organisation (WHO) (Chuo, 2007). Travel restrictions and advisories have again
revealed the vulnerability of the tourism and hospitality industry (De Sausmarez, 2004;
Zhang et al., 2020). The isolation of a cruise ship in Japan carrying virus infected
tourists marked only the beginning of latest tragedy that still continues to unfold. The
outbreak brought fears among unsuspecting tourists who had to quarantine themselves
while on board. The infections and deaths on board portended the future of delicate
tourism and hospitality industry across the globe. Till date researches have prominently
pointed at previous SARS outbreak (2002), whenever discussion on threat (health
crises) to tourism and hospitality industry was discussed.

Tourism and hospitality industry thrives on the patterns of visitations and a
considerable efforts are placed by decision makers to attract visitors to support the
sector and enhance the multiplier effect from the industry. But due to the ongoing
situation travel restrictions are being observed at national and international levels.
These travel bans, border closures, events cancellations, quarantine requirements and
fear of spread, have placed extreme challenges on tourism and hospitality sectors
(G"ossling et al., 2020a, b). Air travel, for instance, has been regarded as an amplifying
and accelerating factor for influenza (Browne et al., 2016) and this segment has

witnessed significant curtailments as the need of personal safety and survival has
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become pivotal (Nicola et al., 2020). It has also prominently reduced the need for
leisure travel and search for hedonistic getaways. Despite the enormous blow, the
sector is salvaging resources and ways to remain afloat for now, be it sturdier
negotiations with suppliers for mutual sustenance, extensive cost reduction practices, or
minimum mandatory period for accommodation bookings when visiting tourism
destinations.

Correspondingly, accommodation providers have extended support, mostly at
some price, for those needing isolation during quarantine period and to those who are
involved in treating COVID patients and cannot return to their usual place of residence.
These initiatives, for now, indicate the ad hoc coping mechanisms adopted by the
industry and appear to remain in place until some stability is attained. As the situation
unfolds, the extant knowledge mostly remains in the form of health and safety related
literature. Tourism and hospitality related studies in light of COVID-19 crisis are only
starting to emerge at this point (Higgins-Desbiolles, 2020; Hoque et al., 2020; Gossling

et al., 2020a, b; Zheng et al., 2020).

2.5 Effect of COVID 19 Pandemic on customer patronage of the hotels

Since its emergence in January, 2020, the impact of the COVID-19 pandemic
has been deeply felt across the length and breadth of nations and continents around the
globe. However, major cities have been hit the hardest. This is clearly evident in the
fact that major cities have become the epicentres of the COVID-19 disease, as they
serve as entry points for most international travel. In Africa for instance, major cities
such as Lagos, Accra, and Johannesburg have recorded the highest numbers of cases of
COVID-19 disease in Nigeria, Ghana, and South Africa respectively, altering their

everyday social, economic, and political lives. Tourism is the temporary movement of
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people to destinations outside their normal places of work and residence, the activities
undertaken during their stay in those destinations, and the facilities created and services
provided to cater for their needs (Collins & Wall, 2015). Tourism mostly depends on
the range and types of accommodation available at the destination. Accommodation is a
core of the tourist industry, and plays a distinctive role in the development of this ever-
expanding industry. Tourism is a service industry, consisting of transportation,
accommodation and hospitality.

COVID-19 is having an unprecedented impact on the Ghanaian hotel industry.
The full fallout is unknown, as the ultimate scale of the outbreak is yet to be
determined. However, travel restrictions and social distancing policies have had a
dramatic effect on the industry, most hotels in Ghana suspended their activities during
the lockdown restrictions, and this affected the industry drastically. Despite the easing
of the restrictions on movement as government fights to get the economy back on truck
following the outbreak of the novel coronavirus, the hospitality industries fortunes
contains to plummet to further depths. As Ghana’s boarders remain shut, the oxygen
that gives life to the hospitality industry has been snuffed out.

Hotel occupancy in Ghana has dropped to 43% and revenue per available room
has declined by 30.5% for the week ending March 14, according to Smith Travel
Research (STR). The World Travel and Tourism Council (WTTC) in 2020 estimates
that more than 50 million jobs in the travel and tourism sector could be at risk globally.
The hotels and hospitality sector is a major revenue earner, with potential of creating
thousands of jobs annually. The hotels and hospital subsector of the tourism industry
have also had their own share of the challenges from the covid-19 lockdown policy of
the government of Ghana. With government announcement of “stay-at-home policy”

and “social distancing” movement restriction, most restaurant businesses were greatly
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affected. This led to rapid shutdowns in of hotels in Kumasi to control the spread of the
covid-19 disease, which threw many restaurants and hotels across the Metropolis into
sudden shock. Many hotels have recorded decline in bookings due to the health scare,
while restaurants in major towns in the country are now restricted to offering only
delivery services. Since most restaurants operate with fresh food products, which are
difficult to keep in stock as demand fluctuates, they are bound to incur losses.

The Ghana hotel association estimates that the travel, tourism and hospitality
industry provides direct jobs to some 250,000 people in the country. A further 350,000
people own their livelihoods indirectly to travel, tourism and hospitality businesses,
which includes more than 4,000 hotels spread across the country. According to the
president of the group, Dr. Edward Ackah Nyameke Junr., a good number of these jobs
are hanging by a thread as these hotels remain shut down or are operating way below
capacity. “A lot of these hotels depend on tourist visitations; now boarders have closed
and international travels has stalled”, he said.

Golden tulip hotel, a four star accommodation barely three kilometers from
kotoka international airport, epitomises the impact the COVID-19 pandemic is having
on the hospitality industry. The 238 rooms luxurious hotel minimum occupancy rate in
normal times is about 40%, but before it took the decision to shut down in march,
occupancy rate has fallen to below 10%, according to the hotel’s Rooms Divisions
Manager, Lucy Ahedor.

Apart from guests, mostly international travelers, not coming in because of the
travel ban imposed by the government, the ban on social gatherings has meant that the
hotel’s conferencing facilities have also been rendered redundant. According to Mrs.
Ahedor, even before President Akufu-Addo announced a lockdown of Accra and

Kumasi on March 30, which was to last three weeks, the management of the hotel had
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decided to close it due to low patronage as well as to protect their staff from contracting
the virus. Before the hotel closed, potential guests were turned away and the few guests
that were already staying transferred to nearby hotels that were still in operation at the
time. The hotel had to dig into its coffers to cater for the March salaries of more than
200 employees and is putting in place contingency plans to pay future salaries should
the downtown persist. Golden Tulip is not the only big name hotel that has halted its
operations entirely as the country’s coronavirus cases count surges. Other hotels like
Golden bean, stadium hotel, Okubi hotel, Georgia hotel, Holiday Inn and many more
have closed down, with their workers’ fate uncertain and suppliers’ businesses reeling

from the ramifications.

2.7  Effect of COVID-19 pandemic on operational activities of hotel industry
Hotels across the globe perceived booking cancellations worth billions of
dollars, and the hotel industry required a $150bn bailout (Ozili & Arun, 2020). Resorts
and hotels that were booked by excited vacationers and corporate conference-goers
before the present covid-19 pandemic are receiving calls to postpone plans or cancel
entirely their earlier proposed events. This has made most of the hotels and restaurants
to embark on temporary suspension of normal operations which puts the estimated loss
of jobs to 24.3 million globally, and 3.9 million in the US alone due to the decline in
hotel occupancy during the pandemic period (Ozili & Arun, 2020). The economic
impact of the covid-19 pandemic on the hotel industry was enormous. The impact of
Covid-19 will make it extremely difficult for many of the tourism industry’s players to
continue paying staff with a sharp drop in sales and income, resulting in job loss. Many
hotels are already closing down because of low patronage and inability to meet up with

payment of worker’s salary and electricity bills.
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Reporting the COVID 19 or the Corona outbreak started from Hubei province,
Wuhan City in China in November, 2019 and spread all over the world by March, 2020
has been remarkable in world history as the most challenging tragedy occurred in the
world after decades may be the World War II. The major disruptions on the global
economy from the transmission of this virus especially to the retail sector, food,
consumer goods, healthcare delivery and a potential curtailing of travel and tourism as
major drivers of the most of the countries in the world is in immeasurable and severe
than expected by many. The situation should be strategically addressed with suitable
proactive and reactive measures considering the current situation and to overcome
future threats to ensure the socio economic wellbeing of all humans keeping space for
increased travel and tourism.

However, the decisions on limiting the movements of people and commodity
mainly affected to the industries like tourism, because, tourism include air
transportation, rail way transportation, food handling, accommodation sector,
entertainment and recreation etc. it impact on COVID- 19 pandemic on Ethiopian
tourism and hospitality sector. Being a country has very less experiences on health
system with respect to technical and technological to protect such types of pandemic in
the globe. Ethiopia was to clear mechanism to mitigate the risk of the pandemic and
survive the country economy and social problem. However, after the pandemic case
reported in Ethiopia was the Government is highly participate to make measurements,
policy and rule to mitigate the pandemic consequences in the country. Due to this,
regular hand wash policy, social distance, use mouth and nosh protective masks. There
are number of service providers such as accommodation suppliers, travel agencies,
event coordinators, and transportation Suppliers etc. At the current situation they do not

receive any income from their tourism products. Therefore it is important protect this
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sectors and remain them for cater the future tourism demand to the country. Otherwise
this may lead to reallocating the resources to other industry where Tourism industry
would face the challenge of finding the service providers in the future. To overcome
this situation, it is good release them from their business loans temporarily, help to
retain the employees in their organization, using the tourism resources like hotels as
quarantine centers with a monthly rental to the organizations. With the available
technologies and medial advancements it is expected to overcome from this emergency
within a short period of time. Hence, safeguarding the tourism industry would be a
good investment in the future development of the country.

Bagnera and Stewart (2020). investigated the impact of COVID-19 on hotel
operations. The study showed that Covid 19 has affected everything from stocking
supplies to negotiating preferred vendor, difficult in ensuring that the hotel is offering
the right room at the best rate to ideal customer at the right times, and promotions and
sales of the hotel product has been sluggish. The study recommended a series of actions
for hotel owners and managers, including using fewer rooms (reducing hotel capacity);
emphasizing take-out or delivery options to reduce public dining, implementing
intensified cleaning/sanitizing protocols; committing to the use of personal protective
equipment (PPE) for workers and increasing attention to personal hygiene;
communicating new COVID-19 policies to guests and employees; implementing
physical distancing practices in public areas, and implementing protocols for guests
exposed to or infected by COVID-19 (Bagnera & Stewart, 2022).

Mallapaty (2020) revealed that COVID-19 pandemic has affected the
operational activities of hotels in hiring the right people that can complement the hotel
model. The hotels are faced with challenges in offering the right room at the best rate to

ideal customer at the right time. Cancellation of partnership deals that can enhance the
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visibility and desirability has affected the hotel operations. The report is divided into
sections for the management team, reception and concierge, technical and maintenance
services, restaurants and dining rooms and bars, recreational areas for children, and
cleaning and housekeeping with a list of responsibilities to help manage the threat of
COVID-19 (Mallapaty, 2020). Furthermore, Jain (2020) discussed different hotel
industry strategies to bring back customers, including disposable utensils in rooms,
emphasizing staff health and hygiene, and using UV light to disinfect.

Peterson et al. (2020) study revealed that COVID-19 pandemic has affected
hotel operational performance in terms of keeping the hotel and its environs clean and
neat has become difficult task due to shortage of staff, and poorly managed of the staff.
Primary steps include implementing widespread COVID-19 testing, having enough
PPE supply, lifting social distancing and mobility restrictions, using electronic
surveillance, and implementing strategies to decrease workplace transmission (Peterson
et al. 2020). Emphasis was placed on the daily screening of hospitality sector staff for
COVID-19 by using real-time reverse transcription-polymerase chain reaction or
serology tests (Peterson et al., 2020). In this aspect, another study used primary and
secondary data and applied the descriptive analysis method to explore revitalization
strategies for small and medium-sized businesses, especially in the tourism industry,
after COVID-19 in Yogyakarta (Hadi, 2020). The study recommended several policies
to reduce operational challenges of the hotels. The study affirmed that due to the
COVID-19 hotel promotions and sales of the hotel product has been slow

According to Martins et al. (2020), Covid 19 has affected everything from
stocking supplies to negotiating preferred vendor and finds it difficult in meeting each
guest’s needs, preferences, and expectations. Martins et al. (2020) proposed ideas

include increasing resilience and security of the tourism and hospitality workforce in
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post-COVID-19 by cross-training and teaching different skills to workers; exploiting
the unique opportunity presented by COVID-19 to transform and refocus the tourism
and hospitality industry towards local attractions rather than global destinations, and
redesigning spaces to assure a 6-foot distance between tourists (Lapointe, 2020).

Hao et al. (2020) developed a COVID-19 management framework as a result of
reviewing the overall impacts of the COVID-19 pandemic on operational performance
China’s hotel industry. The framework contains three main elements of an anti-
pandemic process, principles, and anti-pandemic strategies. The anti-pandemic process
adopted the six phases of disaster management, including the pre-event phase (taking
prerequisite actions), the prodromal phase (observing the warning signs), the
emergency phase (taking urgent actions), the intermediate phase (bringing back
essential community services), the recovery phase (taking self-healing measures), the
resolution phase (restoring the routine). Hao et al. (2020) recommended four principles
for the different phases of disaster management, including disaster assessment, ensuring
employees’ safety, customer & property, self-saving, and activating & revitalizing
business. Finally, the study discussed the main anti-pandemic strategies in the
categories of leadership & communication, human resource, service provision,
corporate social responsibility, finance, and standard operating procedure.

Recently, Sonmez et al (2020) reviewed the impacts of the COVID-19
pandemic on performance hospitality workers. According to the study, staff schedule is
poorly managed due to covid 19 pandemic, and difficult to hire the right people. The
study Qiu et al. (2020) quantified tourism’s social costs during the pandemic. The
results indicate that most renting accommodation capacities to travellers has reduced
and the hotels are finding it difficult h in meeting each guest’s needs, preferences, and

expectations. Alonso et al. (2020) focused on the theory of resilience and conducted a
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survey from a sample of 45 small hospitality businesses to answer questions about
participants’ main concerns regarding the COVID-19 pandemic. How small hospitality
businesses are handling this disruption. Furthermore, the study found that the pandemic
has a negative impact on the operational activities of the hotel. Alonso et al. analyzed
the qualitative responses through content analysis. The study highlighted cancellation
of orders, slow promotion of hotel product and difficulties in meeting each guest’s
needs, preferences, and expectations. Kim and Lee (2020) studied the impacts of the
perceived threat of the COVID-19 pandemic on customers’ preference for private
dining facilities. The study conducted a survey and concluded that COVID-19 has
affected everything from stocking supplies to negotiating preferred vendor and reduce
customer patronage.

Bartik et al. (2020) discussed the impact of COVID-19 on the U.S. small
businesses, especially restaurants and tourism attractions, and highlighted their fragile
nature in the face of a prolonged crisis. Such companies typically have low cash flow,
and in the face of this pandemic, they will either have to declare bankruptcy, take out
loans, or significantly cut expenses. Their restaurant owners’ survey found that the
expected chance of survival during a crisis lasting one month is 72%, for a crisis that
lasts four months is 30%, and for a crisis that lasts six months is 15%. The result also
indicated that more than 70% of U.S. small businesses want to take up the CARES Act
Paycheck Protection Program (PPP) loans, even though most of them believe it would
be challenging to establish eligibility for receiving such loans (Bartik et al., 2020). A
survey study by Nazneen et al. (2020) investigated the pandemic’s impact on travel
behavior and reported that it had significant impacts on tourists’ decisions to travel for
the next 12 months. The authors also concluded that respondents are concerned about

hotels’ safety and hygiene, recreational sites, and public transports (Nazneen et al.,
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2020). It has also been postulated that keeping the hotel and its environs clean and neat

has become difficult task due to shortage of staff.

2.7  Effects of COVID-19 pandemic on hotel industry performance

China was the first country affected by the health crisis, and thus its hotel
industry has encountered severe challenges (China Hospitality Association, 2020;
China Tourism Research Institute, 2020; Sun et al., 2020; Zhang et al., 2020). These
challenges have affected every stakeholder in the hotel industry. Owing to travel bans
and social distancing norms, there has been a decline in tourists’ willingness and access
to travel. This has led tourists to cancel travel plans and hotel bookings, which has
eventually affected the job and income security of hotel employees. The consequential
shortage of labor and cash has led to the postponement of hotel renovation projects,
decelerating the expansion of domestic hotel groups (Elena, 2020). In order to survive,
many hotel owners, especially individual hotel owners, have temporarily shut down or
transferred their properties. This scenario has led to a sharp decline in the market value
of stocks in the hotel sector. In other words, the pandemic has been devastating hotel
firms’ market and performance.

The sudden outbreak of COVID-19 swept through the whole world, casting a
dark shadow over the thriving hotel industry. During this pandemic, the OCC used to
be about 80% and 90%, respectively, in major cities and tourist and fourth- and fifth-
tier cities (Lanjing Finance, 2020). However, during this period, the pandemic led to a
sharp decline in the OCC of major hotels. Several industry associations and consulting
agencies have investigated the overall loss of hotel industry. As per STR (2020), from
January 14 to 28, the occupancy (OCC) of the hotels dropped from around 70% to 8%

and remained under 10% in the following 28 days. Almost 40% of the hotels were shut
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down temporarily in February. Zhang et al.’s (2020) study on 498 hotels revealed that
the overall OCC dropped by 89% in two weeks between January 14 and 28 and,
subsequently, remained at around 10% until the end of February. In major cities, hotels’
revenue per available room (RevPAR) declined by over 85% year-over-year (YoY) in
February (Zhang et al., 2020). As the pandemic intensified, the financial loss of the
hotel industry continued to the first quarter and its impact was evident in the financial
reports of several hotel firms. For instance, concerning domestic brands, in the first
quarter of 2020, the second largest hotel group in the world, reported a net profit of 171
million Yuan (approximately US$24.1 million), a YoY decrease of 42.3% (Zhang,
2020). The world’s 9th largest and China’s 2nd largest hotel group, Huazhu temporarily
closed few of its hotels, with the numbers declining from a peak of 2,310 hotels in mid-
February to 369 in the subsequent month (Elena, 2020). Likewise, China’s 7th largest
hotel group, the Sunmei Group, closed 2,544 hotels, on the back of an average OCC of
only 23.7% during February and a revenue loss surpassing 700 million Yuan during
January and February (approximately US$98.64 million) (Y. Ma, 2020b).

International hotel brands were not immune to the effects. IHG closed down
160 out of 470 hotels in China during February, and its OCC dropped by 90% to under
10% during the same period (Sun, 2020). The hotel market started witnessing positive
signs after the pandemic slowed down in mid-March. During the Qingming holiday, the
tourism packages featured one-day short excursions, and there was a relatively low
hotel demand during the period. However, the five-day Labour Day Holiday was the
first peak season since the outbreak. According to the Ministry of Culture and Tourism,
during this period, the total number of domestic tourists reached 115 million
passengers, and the domestic tourism revenue reached about 47.5 billion Yuan

(approximately US$6.69 billion). According to data adopted from STR that based on
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4315 sample properties including 888,957 rooms, hotels have undertaken a devastating
hit of COVID- 19, especially during January to March 2020. Among seven different
hotel scales, the luxury and independent hotels have suffered the most from the
negative impact, whilst midscale chains and economic chains were least affected.
Several organizations forecasted about hotel’s performance in 2020. Hilton forecasted a
6—12-month recovery period and revenue losses of around US$50 million (Lanjing
Finance, 2020). Zhang et al. (2020) forecasted that the industry wide OCC in 2020 will
drop to approximately 3.5%; however, if there is a rebound in the pandemic in the
world, then the decline could be around 5.5% (Zhang et al., 2020).

Nicola et al. (2020) summarized the pandemic’s impact on the global economy
by reviewing news distributed by mass-media, government reports, and published
papers. To better understand the impacts of the pandemic, the study divided the world
economy into three sectors of primary (including agriculture, and petroleum & oil),
secondary (including manufacturing industry), and tertiary (including education,
finance industry, healthcare, hospitality tourism and aviation, real estate, sports
industry, information technology, and food sector). They reported job loss, revenue
losses, and decreasing market demand in the hospitality, tourism, and aviation sectors
(Nicola et al., 2020).

Ozili and Arun (2020) provided a list of COVID-19 statistics, including
confirmed cases, confirmed deaths, recovered cases in several countries and continents,
and discussed the global impact of COVID-19 on the travel and restaurant industries.
According to the study the pandemic had negative impact on the occupancy rate of
hotels. The study reviewed different policy measures implemented by different
countries around the world to deal with COVID-19. Ozili and Arun (2020) categorized

these into four groups of (1) human control measures; (2) public health measures; (3)
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fiscal measures; and (4) monetary measures. In the human control policies measures,
different actions including foreign travel restrictions, internal travel restrictions, state of
emergency declarations, limiting mass gathering, closing down of schools, and
restricting shops and restaurants, have also been identified (Ozili & Arun, 2020).

Williams and Kayaoglu (2020) argued that the most vulnerable workers in the
industry need governmental financial support but cannot receive assistance, most likely
because they are undocumented immigrants. Furthermore, Rosemberg (2020)
highlighted the issues of job insecurity, risk of exposure to COVID-19, lack of health
insurance, added pressure due to increased workload, and extra time required for
ensuring complete disinfection during the pandemic (Rosemberg, 2020). Wen et al.
(2020) reviewed literature and news on Chinese tourist behavior, tourism marketing,
and tourism management; they concluded the growing popularity of luxury trips, free
and independent travel, and medical and wellness tourism post-COVID-19 period.
They indicated that new forms of tourism would be more prevalent in post-COVID-19,
including (1) slow tourism, which emphasizes local destinations and longer lengths of
stay, and (2) SMART tourism, which uses data analytics to improve tourists’
experiences. Another study used automated content analysis to investigate newspaper
articles and identified nine key themes among 499 newspaper articles, including,
“COVID-19’s impact on tourism, public sentiment, the role of the hospitality industry,
control of tourism activities and cultural venues, tourism disputes and solutions,
national command and local response, government assistance, corporate self-
improvement strategies, and post-crisis tourism product” (Chen et al., 2020).

Gossling et al. (2020) reviewed the impact of previous crises on global tourism,
including the Middle East Respiratory Syndrome (MERS) outbreak (2015), the global

economic crisis (2008-2009), the SARS outbreak (2003), and the September 11
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terrorist attacks (2001). The authors indicated that previous crises did not have long-
term impacts on global tourism. The authors also warned about increasing pandemic
threats for several reasons, including the fast-growing world population, rapidly
developing global public transportation systems, and increasing consumption of
processed/low-nutrition foods. Gossling et al. (2020) also discussed the impact of
COVID-19 on different hospitality industry sectors. The authors distinguished the
impact of COVID-19 in view of two different aspects of (1) observed impacts (e.g.,
declines in hotel occupancy rates, liquidity problems in the restaurant industry); and (2)
projected impacts (e.g., revenue forecasts in the accommodations sector, estimation of
revenues) (Gossling et al., 2020).

The economic impact of COVID-19 on the tourism and hospitality industry has
been examined in terms of lost earnings or jobs. Centeno and Marquez (2020)
developed seasonal autoregressive integrated moving average models for the
Philippines’ tourism and hospitality industry, forecasting the total earnings loss of
around 170.5 billion PHP (Philippine Peso) equivalent to $3.37 billion from COVID-19
just until the end of July 2020. To ease the pandemic’s effects on the hospitality
industry, the authors propose dividing the country into two regions according to the
level of infection risk (high-risk and low-risk of COVID-19) to allow domestic travel
into low-risk regions or areas (Centeno & Marquez, 2020).

Glinay et al. (2020) applied a scenario analysis technique to calculate the impact
of COVID-19 on Turkey’s tourism and hospitality industry. Their model predicts the
total loss of revenues in the best and the worst scenarios as $1.5 billion and $15.2
billion, respectively, for 2020 (Gtlinay et al., 2020). The worst-case scenario involves
the closing of borders for four months without any economic recovery (Giinay et al.,

2020). The authors indicated that this would be one of Turkey’s worst tourism crises
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under the worst-case scenario, exceeding the losses from public health crises due to
Swine flu, Avian Flu, and SARS (Giinay et al., 2020).

Mehta (2020) estimated the effect of COVID-19 on India’s economy at an
earnings loss of about $28 billion in 2020, along with 70% job losses for tourism and
hospitality workers, and mass bankruptcies (Mehta, 2020). Trend analysis was also
used to examine the impact of COVID-19 on the global tourism and hospitality
industry and global GDP. According to Priyadarshini (2020), the real global GDP
growth will drop from 2.9% in 2019 to 2.4% by the end of 2020, while global revenues
for the tourism and hospitality industry will drop by 17% compared to 2019. The study
also predicts that North America, Europe, and Asia will experience the most massive
losses in global revenues. The tourism and hospitality revenues will fall in the U.S.,
Germany, Italy, and China by 10%, 10%, 24%, and 40%, respectively (Priyadarshini,
2020). Cajner et al. (2020) analyzed the COVID-19 pandemic impact on the U.S. labor
market. The study calculated that about 13 million paid jobs were lost between March
14 to 28, 2020. To better understand this number’s significance, the authors pointed out
that only nine million private payroll employment jobs were lost during the Great
Recession of the 1930s (less than 70% of the pandemic job loss) (Cajner et al., 2020).
The study also highlighted that the leisure and hospitality industry was the hardest hit
and most affected industrial sector (Cajner et al., 2020).

Davahli et al. (2020) investigated hospitality industry challenges face during the
COVID-19 pandemic. The reviewed articles focused on different aspects of the
hospitality industry, including hospitality workers’ issues, loss of jobs, revenue impact,
the COVID-19 spreading patterns in the industry, market demand, prospects for
recovery of the hospitality industry, safety and health, travel behavior, and preference

of customers. The results revealed a variety of research approaches that have been used
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to investigate the hospitality industry at the time of the pandemic. The reported
approaches include simulation and scenario modeling for discovering the COVID-19
spreading patterns, field surveys, secondary data analysis, discussing the resumption of
activities during and after the pandemic, comparing the COVID-19 pandemic with
previous public health crises, and measuring the impact of the pandemic in terms of

economics.
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CHAPTER THREE
METHODOLOGY
3.1 Introduction
This chapter presents the methods that were followed in carrying out the study.
It gives a description of the study area, the research design, and population. It further
explains how the sample size of the study was determined and the sampling
procedures/techniques employed; the research instruments, pre-testing and the
procedures that were followed in data collection, processing, and analysis as well as its

presentation. Ethical considerations were also discussed.

3.2 Study Area

Kumasi Metropolitan Assembly (abbreviated as the KMA) is one of the 260
Metropolitan, Municipal and District Assemblies (MMDAs) in Ghana and forms part of
the forty-three districts in Ashanti Region, Ghana with Kumasi being its administrative
capital (Ghana Statistical Service, 2014). The metropolis is located in the central part
of Ashanti Region and has Kumasi (the regional capital) as its capital city. KMA is the
second largest most populous city in the country, next to the national capital (Accra).
Its strategic location has also endowed it with the status of the principal inland transport
terminal, thus giving it a pivotal role in the vast and profitable business of the
distribution of goods in Ghana and beyond to other West African countries.

The population of Kumasi Metropolis is 1,730,249 represents 36.2 percent of
the total population of Ashanti Region, from the 2010 Population and Housing Census.
The Metropolis has a sex ratio of 91.4. The population of the Metropolis depicts a

broad base population pyramid which tapers off with a small number of elderly persons
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(60 years and older). The age dependency ratio for the Metropolis is 58; the age
dependency ratio is 59.9 for males and 56.3 for females.

The Kumasi economy consists of hotels, guest houses, restaurants and
traditional catering services (chop bars). Kumasi has state-of-the-art hotels that can host
international conference. One of such hotel is Kumasi Golden Tulip. Collectively these
activities employ 56,169 and are the third largest employer in the Metropolis (Ghana

Statistical Service, 2010).

Figure 3.1: Map of Kumasi Metropolitan Assembly
Source: Ghana Statistical Service (2010)
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3.3 Research design

The study adopted the descriptive survey research design which describes and
interprets what exists (Rosalin & Soetanto, 2006; Payne & Payne, 2004). According to
Zikmund, Babin, and Carr (2010), descriptive research is used to describe the
characteristics of a population or phenomenon. According Creswell (2003), a
descriptive study design is concerned with conditions or inter-relationships that exist,
opinions that are held, processes that are going on, effects that are evident, and trends
that are developing. It describes the situation or the phenomenon as it exists and does
not focus on identifying “causes”. Unlike the explanatory research design which
focuses on “why” questions, descriptive research focuses on “what” questions with
respect to variables or conditions in a situation (Creswell, 2005; Sarantakos, 2005).

The descriptive survey method was adopted because it is useful in describing
the characteristics of a large population, makes use of large samples, thus making the
results statistically significant even when analyzing multiple variables, many questions
can be asked about a given topic giving considerable flexibility to the analysis. The
study basically seeks to assess the impact of covid-19 pandemic on the hotel industry

and ascertain the difference between the performance of hotels in Kumasi Metropolis.

34 Population

A research population can be defined as the totality of a well-defined collection
of individuals or objects that have a common, binding characteristics or traits (Polit &
Hungler, 1993). The study population consisted of all the management staff of 230
hotels in the Kumasi Metropolis in the Ashanti Region of Ghana. The study estimates
about 1840 management staff of hotels in the Kumasi Metropolis (Hotels Association,

Ashanti Region, 2021).
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3.5 Sampling Size and Sampling Technique

A sample refers to a sub-group of target population that the researcher plans to
study for the purpose of making generalization about the target population (Creswell,
2005). Sample as a small group of larger and identifiable groups, Avoke (2005)
continued that, samples usually reflect subset of the entire population of interest to the
researcher. The sample size is a small group of people chosen from the targeted
population. As it is impossible to collect data from all customers who were visiting the
selected food service establishments, there was a need, therefore, to use an appropriate
sample for the study.

The sample size was calculated based on the formula required for accuracy in
estimating proportions. This was done by considering the standard normal deviation set
at 1.96 which corresponds to 95% confidence level, the percentage of picking a choice

or response was 50%, which is equal to 0.5, and the confidential internal of (0.05 = £5).

n=2z(@®d-p
C2

Where: z = standard normal deviation set at 95% confidence level
p = percentage picking a choice of response
¢ = confidence interval
n=1.96%(0.5) (1-0.5) / 0.05>
1.96 (0.5) (0.5) / 0.05>
3.84x0.25/0.0025
0.96/0.0025
Sample size (n) = 384
A total of 230 hotels were identified as evident in Hotels Association, Ashanti
Region, and 48 hotels were considered for the study. Only 48 hotels in Kumasi
Metropolis were selected because averagely each hotel comprise about 8 management
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staff. Therefore, in achieving the sample size of 384 hotel management staff 48 hotels
needs to be considered for the study.

Simple random and purposive sampling techniques were used to select
management staff of forty-eight (48) hotels within the Kumasi Metropolis. The simple
random sampling technique which is a probability sampling technique was used to
select about forty eighty (48) hotels within the Kumasi Metropolis. Fishbowl simple
random was used to select the hotels, 230 pieces of paper were used and, names of the
hotels was written on 48 pieces of paper. These papers were put into a container and
shuffled, and the researcher picked a piece of paper from the container. The process of
picking was done until each hotel had a chance of being picked. After the exercise, all
the picked pieces of paper were selected. Simple random sampling was used because it
gave every hotel in the Kumasi Metropolis an equal chance of being selected to be
included in the final sample.

Purposive sampling which is a non-probability sampling technique was used to
select 384 management staff of the hotels within the study area. The main goal for
purposive sampling was to focus on particular characteristics of a population that are of

interest, which will best answer the research questions.

3.6 Data Collection Instrument

The instrument used to collect data for the study was a questionnaire. A
questionnaire was used because it guarantees easy data collection and also makes it
efficient for collecting statistically quantifiable data in social science research
(Twumasi, 2001). The questionnaire contained both closed and open-ended items for

the study. Close-ended questions allowed respondents to choose from possible answers.
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The open-ended questions gave respondents the opportunity to provide additional
information which was relevant to the study.

The questionnaire was in three sections, section (A) looked at socio-
demographic characteristics of management staffs. These were sex, age, marital status,
educational level, religion, income, and ethnicity. Section (B) looked at the trends of
customer patronage of the hotels in Kumasi Metropolis in the outbreak and spread of
COVID-19 pandemic. It was purely close-ended; the variables were listed and
respondents were asked to rate on a 5-point Likert scale. Section (C) focused on the
effect of COVID-19 pandemic on the operational activities of hotel industry in the
Kumasi Metropolis. It was purely close-ended and the variables were listed and
respondents were asked to rate on a 5-point Likert scale. Section (D) looked at effects
of COVID-19 pandemic on hotel industry performance in the Kumasi Metropolis. This
section included both open-ended and close-ended questions. It was on a 5-point Likert
scale (1 = Strongly disagree, 2 = Disagree, 3 = neutral and 4 =Agree, 5 = Strongly

agree).

3.7 Pre-testing of Instrument

The questionnaire was pre-tested. Twenty-four (24) management staff were
purposively selected from three hotels in Kumasi Metropolis that were not included in
the study. This pre-testing exercise helped the researcher to assess the validity of the
questionnaire. After collecting the data, the questionnaires were analysed to assess
whether they were reliable and valid, by conducting reliability test to get the
Cronbach’s alpha to determine the questions which are strong and weak. Concerns

raised by the respondents were duly noted. After the pre-testing, the necessary
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modifications were made, before the actual fieldwork began. Reliability test was
conducted which yielded a reliability coefficient of 0.71
3.8 Data Collection Procedures

During this study, phone calls and personal visits were made to seek permission
from managers and manageress of the selected hotels before the commencement of the
survey. The researcher personally visited all the 48 hotels with a field assistant. About
90% of the questionnaires will be send to the E-mail accounts of the selected
respondents, whilst the remaining 10% will be self-administered with the help of the

field assistants.

3.9  Data Analysis

The returned questionnaires were scrutinized for errors, omissions,
completeness and inconsistencies before analysis. The data collected is processed and
analysed with the aid of Statistical Package for Social Sciences (SPSS) version 23.0.
The following statistical tools were used:

Frequencies, percentages, Mean and standard deviation: This was used to
summarized the data.

Paired T-test: for ascertaining difference between hotel performance in Kumasi

Metropolis before and after the outbreak and spread of COVID-19 pandemic.

3.10 Ethical Issues

The ethical dimensions of every research and how they are addressed are very
important. This research considered the issues of informed consent, anonymity, and
confidentiality. Leary (2008) and Neuman (2007) conceived that researchers must not

coerce respondents into participating in studies, thus protecting their rights is key in
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every study. In other words, participation must be voluntary at all times. Informed
consent was therefore sought from respondents and facility owners before undertaking
the research. Provision of adequate information about the study was, therefore,
important to enable the participants to decide whether they want to take part or not
(Seymour & Skilbeck, 2002).

Secondly, the issue of anonymity was also addressed. Anonymity protects
privacy by not disclosing a participant’s identity after the information is gathered
(Babbie, 2007). This was guaranteed when the names of the participants were not
requested for or written on the instrument used as well as the names of food service
establishments. Finally, confidentiality was ensured since the researcher did not share
or discuss any information with a third party. Respondents were equally made aware of
the fact that information provided was for academic purposes and thus it will remain

autonomous which also reformed their sincerity in their responses.

3.11 Summary

This chapter described the methodology used for the study and the procedures
that were followed to collect data from the field. In brief, it looked at the study area,
research design, sample size and sampling techniques, research instruments, pre-
testing, data collection and data processing and analysis. The concluding part of the
chapter elaborated on the ethical considerations of the study. The next chapter presents

the results and discussion of the study.
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CHAPTER FOUR
RESULTS NAD DISCUSSION

4.1 Introduction

This chapter presents the results of the data collected and its discussion in
relation to the objectives and aims of the study. It includes the response rate,
demographic data of the respondents as well as their views on the trends of customer
patronage of the hotels, perceive effect of COVID-19 pandemic on the operational
activities of hotel industry, and the effects of COVID-19 pandemic on hotel industry

performance in the Kumasi Metropolis.

4.2 Questionnaire Return Rate

The sample size of hotel management staff was 384 from which 296 filled in
and returned the questionnaires making a response rate of 77.1%. This response rate
was acceptable to make conclusions for the study. Mulusa (1998) says that 50.0%
response rate is adequate, 60.0% is good and 70.0% very good. Therefore, 85.5%
response rate was hence considered very good to provide required information for the

purpose of data analysis.

4.3 Demographic Data of the Respondents

It was necessary for the study to gather data on the management staff of the
hotel’s demographic information in terms of age, gender and academic qualification.
The researcher deemed it necessary to look into demographic information of the hotel
management staff because they make a person who he or she is. The data was

summarized as follows:
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4.3.1 Gender of Respondents
Data on gender of management staff of the hotels was collected and shown in
Table 4.1.

Table 4. 1: Gender of Respondents

Gender Frequency (N) Percentage (%)
Male 248 83.8
Female 48 16.2

Total 296 100.0

From Table 4.1 it is evident that the higher proportion (N=248) management
staff of the hotels representing 83.8% were males, whereas 48 of them forming 16.2%
were male from the findings of the study. It is evident that management staff of the
sampled hotels in Kumasi Metropolis are dominated by males. The gender distribution
of management staff is in consistent with previous studies in Ghana (Ampofo, 2020).
The study by Ampofo found that out of the 60 respondents, 45 (75%) were male while

15(25%) were females.

4.3.2 Age of Respondents
The data on age of management staff of the selected hotels was collected and is
shown in Table 4.2

Table 4. 2: Age group of respondents

Age group Frequency (N) Percentage (%)
20-29years 49 16.6
30-39years 175 59.1
40-49years 61 20.6
50years and above 11 3.7

Total 296 100.0
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Table 4.2 indicates that 49(16.6%) of the respondents were between 20-29
years; 175(59.1%) of the respondents were between the age category of 30-39years. On
the hand, 61(20.6%) of the respondents were between 40-49years. In addition,
11(3.7%) of the respondents were in the age category of 50years and above. This shows
that majority of the hotel management staff were between the ages of 30-49years. The
age distribution obtained for study corroborates that of earlier studies (Lues, et al.,
2006; Subratty, 2004; Rosnani, et al., 2014) in various countries which allude to
massive hotel management staff between the ages of 25 and 45 years in the hospitality
and tourism operation business. This implies that most male and females engaged in
food service operations are at their youthful age and they can work hard to the growth

of the economy.

4.3.3 Highest Academic Qualifications
The data of hotel management on highest academic qualifications was collected
and is shown in Table 4.3.

Table 4. 3: Educational status of respondents

Educational status Frequency (N) Percentage (%)
Technical/Vocational Education 17 5.7
Diploma/Higher National Diploma 56 18.9

First degree 159 53.7
Masters degree 64 21.6

Total 296 100.0

In terms of the highest level of education attained by hotel management staff,
the results pointed out that 17(5.7%) of the respondents had attained education up to the
Technical/Vocational education level. However, 56(18.9%) of the respondents had
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attained education up to the Diploma/Higher National Diploma level. On other hand,
159(53.7%) of the respondents had obtained first degree. The remaining 64(21.6%) of
the respondents had attained educational up to the Masters level. The pattern of highest
educational levels attained by hotel staff is in line with that of Ampofo (2020) who
found a predominant proportion of hotel management staff with first degree

representing 66.67%.

4.3.4 Number of Years worked in the Hotel
The data gathered on the number of years the respondents working in the
current hotel are presented in Table 4.4.

Table 4. 4: Years worked in the hotel

Years worked Frequency (N) Percentage (%)
Less than lyear 40 13.5
1-Syears 184 62.2
6-10years 48 16.2
Above 10years 24 8.1
Total 296 100.0

The distribution of years worked in the current hotel depicts that, 40(13.5%) of
the respondents have been working for a period between below 1 year. Again,
184(62.2%) of the respondents have been working in their current hotel for about 1-5
years, while 48(16.2%) of the respondents have been working in the hotel for about 6-
10 years. Meanwhile 24(8.1%) of the respondents have been working in the hotel for
more than 10years. This indicates majority of the management staff have been working
in their current hotel below 5 years. This shows that hotel management staff does not

stay in a particular hotel for long but leave for different job opportunities.
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4.4 Customer patronage of hotels in outbreak of COVID-19 pandemic

In Ghana, the hotel industry as a great industrial component believably has
experienced some growth with a good footing for future development but the Covid-19
pandemic has confronted the hotel industry with an unprecedented challenge. This
section presents trends of customer patronage of the hotels in Kumasi Metropolis in the

outbreak and spread of COVID-19 pandemic.
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Figure 4. 1: How Covid 19 has reduce customer’s patronage

As depicted in Figure 4.1, 36(12.2%) of the hotel management staff revealed
that the outbreak and spread of covid 19 pandemic has slightly reduce customers
patronage by 10-30%. However, 72(24.3%) of the hotel management staff mentioned
that Covid 19 pandemic has reduce their customer patronage greatly by 30-50%.
Conversely, 188(63.5%) of the hotel management staff revealed that Covid 19
pandemic has greatly reduce the hotel customers patronage more than 50.0%. This
implies the emergence of COVID-19 pandemic has been deeply felt by the hotel

industries in Ghana. The results buttresses with the study by Mensah and Boakye
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(2021). that COVID-19 is having an unprecedented impact on the Ghanaian hotel
industry. However, travel restrictions and social distancing policies have had a dramatic
effect on the industry, most hotels in Ghana suspended their activities during the
lockdown restrictions, and this affected the customer patronage of hotels in Ghana

drastically.

Table 4. 5: Summary on the effect of COVID-19 on occupancy of hotels

Year N January — June (%) July — December (%) p-value
Min Max Mean Std.Dev. Min Max Mean Std. Dev.

2017 48 68.00 89.00 77.263  7.7321  77.00 92.00 82.682  5.7651 0.000°

2018 48 70.00 90.00 79.905  7.9211  79.00 91.00 84.858  5.1421 0.000°

2019 48 78.00 90.00 84.223  3.9725 86.00 93.00 87.993  2.4019 0.000°

2020 48 6.00 27.00 16.324  7.1423 8.00 38.00 22.703 13.276  0.000°

2021 48 18.00 41.00 28.838  9.6817 23.00 47.00 33.020  9.8425 0.000"

Note: occupancy rate =total no. of rooms/total no. of room available *100%

Table 4.1 provides summary statistics of the variables adopted for the analysis.
Reported are the average and media value with standard deviation, minimum and
maximum value for the two sub periods; January — June and July-December. The study
compiled Syears data on the occupancy rate of 48 hotels in the Kumasi Metropolis.
With reference to Table 4.1 in 2017, the two periods mean respectively 77.26% and
82.68% which shown upward trend for the hotels in July-December. Maximum value
of 89.0% and minimum value of 68% (January-June) clarify good position of the hotel.
The position observation of the hotel in 2017 (July-December) indicates they perform
at satisfactory level with a maximum value of 92.0% and minimum value of 77%.

Moreover, in 2018 the average occupancy rate was 79.9% (January-June)

period. The minimum value was 70.0% and the maximum value was 90.0%. For the

53



University of Education,Winneba http://ir.uew.edu.gh

period of July — December 2018, the average occupancy rate was 84.86%. The
maximum value was 91.00% and minimum of 79.0% in 2018 (July - December)
periods. This signifies that the position of the hotels in the Kumasi Metropolis was
satisfactory from an average mean of 79.9% (January - June) to 84.86% (July-
December).

In 2019, the average occupancy rate of the hotels was 84.2% (January-June), the
minimum occupancy rate was denoted by 78.0% and the maximum was 90.0%. From
July-December 2019, the average occupancy rate was 87.99% with a minimum rate of
86% and maximum of 93.0%. This indicates that, the occupancy rate at every period
was satisfactory. Again, in 2020 the average occupancy rate was 16.3% from January —
June with the minimum and maximum value was 6.00% and 27.00% respectively,
whiles the occupancy rate from July-December 2020 was 22.7%. The minimum value
was 8.0% and the maximum value was 38.0%. This implies that the position of the
hotel drops sharply from 84.2% to 16.0% due to the advent and spread of COVID-19
pandemic. In 2021, on average, the occupancy rate at the hotel was 28.8% (January-
June). The minimum value was 18.0% and the maximum was 41.0%. From July —
December, 2021, the average occupancy rate was 33.0%, a minimum of 23.0% and
maximum of 47.0% was attained. This implies that the hotel industry is not in the good
position as compared to the previous year’s thus; from 2017 to 2019.

Overall, the emergence and spread of the COVID-19 pandemic has extremely
reduce the occupancy rate of the hotels in Ghana from 89.0% to 41.0% representing
48.0% reduction from 2017 to 2021. This indicates that the hotel industry has also had
their own share of the challenges from the Covid-19 lockdown policy of the
government of Ghana in 2020. The finding was in agreement with the report by

Ministry of Finance (2020) that the hotel occupancy rates are down from 70% to under
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30% and staff are being sent home. Even before the impact of the current lockdown,
restaurants were already experiencing an average drop in patronage of 60%. The World
Travel and Tourism Council (WTTC) in 2020 estimates that more than 50 million jobs
in the travel and tourism sector could be at risk globally. With government
announcement of “stay-at-home policy” and “social distancing” movement restriction,
most restaurant businesses were greatly affected. This led to rapid shutdowns in of
hotels in Kumasi to control the spread of the Covid-19 disease, which threw many

restaurants and hotels across the Metropolis into sudden shock.

4.5  Effect of COVID-19 pandemic on operational activities of hotel industry

This section sought to find out the perceive effect of COVID-19 pandemic on
the operational activities of hotel industry in the Kumasi Metropolis. The meaning of
the variables under consideration was computed. The computed means were compared
with the theoretical predetermined mean of 3.0. Table 4.6 shows show the results.

Table 4. 6: Responses on effect of COVID-19 pandemic on operational activities

S/N  Operational activities Mean Std. Dev. Decision

1.  Promotions and sales of the hotel product has been 3.82 1.203 Agreed
sluggish

2.  Renting accommodation capacities to travellers has 3.69 1.251 Agreed
reduced

3.  Staff schedule is poorly managed due to covid 19 3.69 1.158 Agreed
pandemic

4.  Covid 19 has affected everything from stocking supplies 3.59 1.409 Agreed
to negotiating preferred vendor

5.  Cancellation of partnership deals that can enhance the 3.42 1.353 Agreed
visibility and desirability of the hotel

6.  Difficult to hire the right people that can complement the  3.30 1.323 Agreed
hotel model

7.  Problematic in analyzing data present and future forecasts  2.48 1.426 Disagreed

8.  Tough in meeting each guest’s needs, preferences, and 2.43 1.148 Disagreed
expectations
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9.  Keeping the hotel and its environs clean and neat has 2.40 1.263 Disagreed
become difficult task due to shortage of staff
10. Difficult in ensuring that the hotel is offering the right 2.34 1.208 Disagreed
room at the best rate to ideal customer at the right times
Note: < 3.0=Disagreed > 3.0= Agreed Source: Field Survey, 2022

At depicted in Table 4.6, it is evident that promotions and sales of the hotel
product has been sluggish during the COVID 19 pandemic. This statement had the
highest mean score of 3.82 and a standard deviation of 1.203. This implies that the
COVID 19 pandemic has affected the hotels industry in promoting their product and
services to the populace. Again, the respondents mentioned that renting
accommodation capacities to travellers has reduced. This statement had a mean score of
3.69 and a standard deviation of 1.251. This indicates that travellers do not patronize
the product and services of the hotels during this COVID 19 pandemic. The finding
agrees with Qiu et al. (2020) who mentioned that most renting accommodation
capacities to travellers has reduced and the hotels are finding it difficult h in meeting
each guest’s needs, preferences, and expectations.

Furthermore, the management staff indicated that staff schedule is poorly
managed due to covid 19 pandemic. This statement had a mean of 3.69 and a standard
deviation of 1.158. This indicates that during the COVID 19 pandemic many hotels
could not follow the set timetable due to the closure of certain operational activities.
Moreover, it appeared that Covid 19 has affected everything from stocking supplies to
negotiating preferred vendor with a mean score of 3.59 and a standard deviation of
1.409. Also, the hotel management staff revealed that there has been cancellation of
partnership deals that can enhance the visibility and desirability of the hotel. This
statement had a mean of 3.42 and a standard deviation of 1.353. The finding aligns with

the study by Bagnera and Stewart (2020) that Covid 19 has affected everything from
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stocking supplies to negotiating preferred vendor, difficult in ensuring that the hotel is
offering the right room at the best rate to ideal customer at the right times, and
promotions and sales of the hotel product has been sluggish.

Furthermore, the hotel management staff mentioned that it has been very
difficult to hire the right people that can complement the hotel model during this
COVID 19 pandemic. This statement reflected a mean of 3.30 and a standard deviation
of 1.323. Mallapaty (2020) revealed that COVID-19 pandemic has affected the
operational activities of hotels in employing the right people to take in charge of the
hotel operations. The hotels are faced with challenges in offering the right room at the
best rate to ideal customer at the right time.

Conversely, the management staff disagreed to problematic in analyzing data
present and future forecasts (M=2.48, SD=1.426), tough in meeting each guest’s needs,
preferences, and expectations (M=2.43, SD=1.148), keeping the hotel and its environs
clean and neat has become difficult task due to shortage of staff (M=2.40, SD=1.263),
difficult in ensuring that the hotel is offering the right room at the best rate to ideal
customer at the right times (M=2.34, SD=1.208) as perceived effect of COVID-19
pandemic on the operational activities of hotel industry. These statements failed to meet
the predetermined cut-off point of 3.0.

The results showed that due to COVID-19 pandemic has promotion and sales of
the hotel product has been sluggish, renting accommodation capacities to travellers has
reduced, staff schedule is poorly managed due to covid 19 pandemic, and everything
from stocking supplies to negotiating preferred vendor. However, due to COVID-19
pandemic partnership deals that can enhance the visibility and desirability of the hotel
has been cancelled and hiring the right people that can complement the hotel model has

been difficult. The finding concurs with the study by Peterson et al. (2020) who
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revealed that COVID-19 pandemic has affected hotel operational performance in terms
of keeping the hotel and its environs clean and neat has become difficult task due to
shortage of staff, and poorly managed of the staff. Primary steps include implementing
widespread COVID-19 testing, having enough PPE supply, lifting social distancing and
mobility restrictions, using electronic surveillance, and implementing strategies to
decrease workplace transmission.

The finding buttresses with Bartik et al.’s (2020) that small businesses,
especially restaurants and tourism attractions, and highlighted their fragile nature in the
face of a prolonged crisis. Such companies typically have difficulties in promoting their
service and products, reduction occupancy rate, low cash flow, and in the face of this
pandemic, they will either have to declare bankruptcy, take out loans, or significantly
cut expenses. Their restaurant owners’ survey found that the expected chance of
survival during a crisis lasting one month is 72%, for a crisis that lasts four months is

30%, and for a crisis that lasts six months is 15%.

4.6  Effects of COVID-19 pandemic on hotel industry performance

The determinants of performance of an organization can be presented into
section, namely management controllable (i.e. internal determinants) and the one which
is beyond the control of the management (i.e. external determinants) (Kosmidou et.al,
2005). The study concentrated on the external determinants i.e. COVID 19 pandemic

that affect hotel industry performance in terms of accommodation, restaurant and bar.
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Figure 4. 2: How Covid 19 has affected hotel operations

From Figure 4.2 it appeared that the COVID 19 has affected the hotels in
making payment i.e. salaries, rent and loans. Statistically, only 9(3.0%) of the
respondents revealed that COVID 19 has no impact on finding it difficult in making
payments. However, 20(6.8%) of the respondents asserted that COVID 19 has small
impact on the hotels to finding it difficult in making payments. On the other hand,
129(42.2%) affirmed that COVID 19 has moderate impact on finding it difficult in
making payments. Meanwhile, 142(48.0%) of the respondents mentioned that COVID
19 has great impact on hotel finding it difficult in making payments.

Moreover, on how COVID 19 has affect the hotels on the shortage of materials
or lack of supply, 7(2.4%) of the respondents indicated no impact, while 23(7.8%) of
the respondents said COVID 19 had small impact. However, 138(46.6%) of the
respondents revealed that COVID 19 had impact on the hotels in facing shortage of
materials or lack of supply. Meanwhile, 128(43.2%) of the respondents indicated that

COVID had great impact on the hotel shortage of raw materials. Concerning the
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difficulties in business operations, as many as 35(11.8%) of the respondents
mentioned that COVID 19 has small impact, while 53(17.9%) of the respondents said
moderate impact; 208(70.3%) of the respondents indicated great impact. The finding
implies that COVID 19 pandemic has great impact on operational activities of the
hotels.

On the provision of new opportunities for development, 7(2.4%) of the
respondents mentioned that COVID 19 pandemic had no impact, 12(4.1%) of the
respondents said COVID 19 pandemic had small impact, while 132(44.6%) of the
respondents revealed that COVID 19 pandemic had moderate impact and 145(49.0%)
asserted that COVID 19 pandemic had a great impact on the provision of new
opportunities for development by the hotels.

This indicates that although the hotels maintained their operations and overall
stability, many experienced a halt in operations or faced closure for various reasons
such as shortages of materials and stock, suffering from at least paying employees’
salary and social insurance, and loan repayment. Also, the hotels barely maintained
production, facing a shortage of materials or lack of supply, and difficulties in
providing new opportunities for development. The finding is in line with the work of
Mehta (2020) who estimated the effect of COVID-19 on India’s economy at an
earnings loss of about $28 billion in 2020, along with 70% job losses for tourism and
hospitality workers, and mass bankruptcies (Mehta, 2020). Trend analysis was also
used to examine the impact of COVID-19 on the global tourism and hospitality
industry and global GDP. On the same issue, Davahli et al. (2020) investigated
hospitality industry challenges face during the COVID-19 pandemic. The study
discovered that COVID pandemic has impact on the hospitality industry, including

hospitality workers’ issues, loss of jobs, revenue impact reduction.
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Table 4.7 provides summary statistics of the variables adopted for the analysis.
Reported are the mean, standard deviation, minimum and maximum value for the three

sub groups; accommodation, restaurant, and bar from 2017 to 2021.
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Table 4. 7: Effects of COVID-19 pandemic on hotel industry performance

Year Accommodation Restaurant Bar
N Min Max Mean Std. Dev Min Max Mean Std. Dev Min Max Mean Std. Dev
2017 48 420765 876908 651,694 163065.9 90453 256780  184471.8 611153 63598 266162 211423 34332.17
2018 48 39076 908991 615881  308501.9 96541 297612  213630.1 73312.34 41576 148144 112405 39863.69
2019 48 461789 914531 729569  159249.0 97123 347996  253739.0 87466.0 40879 714351 243014 221050.4
2020 48 51609 328632 275086  60507.05 12949 120984  77127.12 36171.75 14599 436701 110886 148229.2
2021 48 55923 457265 295086 < 140723.6 1618 137351  80649.12 44926.91 2919 510923 137356 172049.2
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4.6.1 Impact of Covid-19 on hotel performance (Accommodation)
Accommodation is a group of rooms, or building which someone may live or
stay and is important to any tourists who want to travel to another destination or on a
trip as individual is always going to need a place to stay such as hotels. It has been
seen from the trend in Table 4.7 that accommodation of the hotels was 651,694 in 2004
and increased drastically to 729569 representing 89.3% in 2019 before COVID 19
pandemic. The accommodation continued to decrease to 275086 in 2020 representing
42.2% during COVID 19 pandemic. In addition, Table shows that the average of
accommodation was 295086 representing 45.3% reduction from 2017. This further
suggests that the emergence and spread of COVID 19 pandemic has brought about a
negative significant change with regard to profitability of the hotel in terms of
accommodation. The result agrees with Gossling et al. (2020) who emphasized that
COVID 19 pandemic has to have a great negative impact on hotel performance (e.g.,
declines in hotel occupancy rates, liquidity problems in the restaurant industry); and (2)
projected impacts (e.g., revenue forecasts in the accommodations sector, estimation of

revenues) (Gossling et al., 2020).

4.6.2 Impact of Covid-19 on hotel performance (Restaurant)

Table 4.7 portrayed that the amount of money received on the restaurant
patronage before COVID 19 increase from 184,471 in 2017 to 213,630 in 2018
representing a percentage change of 86.3%. Moreover, it continues to increase to
253739 in 2019 representing a percentage of 72.7%. In addition, the amount of money
received on the restaurant decrease drastically to 77,127 in 2020 representing a
percentage of 41.8% and also started increasing to 80649 representing a percentage of

43.7% from 2017 to 2021 during the COVID 19 pandemic. This clearly shows that the
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advent and spread of the COVID 19 pandemic has reduce the profitability of the
restaurant. This implies that the hotel industry was in converting revenue to actual

profit before the COVID 19 pandemic.

4.6.3 Impact of Covid-19 on hotel performance (Bar)

As indicated in Table 4.7, the trend of the amount of money received at the bar
increase in 2017 from 211,423 to 243,014 in 2019 representing a percentage of 87.0%
before the COVID 19 pandemic. However, the amount of money received at the bar
decrease to 110,886 in 2020 representing 52.4%, whereas in 2021 the amount received
was 137,356 representing 64.9% during the COVID 19 pandemic. This indicates that
there is a reduction profit margin received from the bar during the emergence and
spread of COVID 19 pandemic. Per this, it can be concluded that the COVID 19
pandemic has reduce the profitability of the bar at the various hotels in Ghana.

Figure 4.3 showed the expectation of the management staff on how pandemic

will affect the hotel development in the first quarter of 2022
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Figure 4. 3: Expectation of Covid 19 impact in the first quarter 2022
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From Figure 4.3, 14(4.7%) of the respondents representing a lower percentage
think the hotel will be able to make a profit in the first quarter of 2022. However, a high
percentage of respondents believe that the hotel industry will be balancing income and
expenditure. Moreover, 61(20.6%) of the respondents mentioned that the hotel industry
will experience financial losses in the first quarter of 2022, whereas 33(11.1%) of the
respondents believe that the hotel industry will seriously make huge losses. The finding
revealed that more hotels are expected to balance income and expenditure in the first
quarter of 2022. This investigation indicate that rebound consumption will not come
early in this COVID 19 era. Consumption is mainly determined by demand and the
ability to pay (Zhang & Kim, 2020). The ability to pay depends on the consumer’s
willing to patronize the hotel product and services. Since the epidemic has continued,
almost half firms believe that there they will definitely balance their income and

expenditure.
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSIONS AND RECOMMENDATIONS

5.1

Introduction

This chapter sums up the findings from the study, draws conclusion arising

from the study and makes relevant recommendations based on the findings.

5.2

Summary of Findings

The following are summary of findings:

5.2.1

5.2.2

Customer patronage of hotels in outbreak of COVID-19 pandemic

The study revealed that Covid 19 pandemic has greatly reduce the hotel
customers patronage more than 50.0%.

The finding showed that the emergence and spread of the COVID-19 pandemic
has extremely reduce the occupancy rate of the hotels in Ghana from 89.0% to

41.0% representing 48.0% reduction from 2017 to 2021

Effect of COVID-19 pandemic on operational activities of hotel industry
The results showed that COVID-19 pandemic has slow down the promotion
and sales of the hotel product, reduce the renting accommodation capacities to
travellers, and poorly management of staff schedule.

The study further indicated that the spread of COVID 19 has affected
everything from stocking supplies to negotiating preferred vendor, cancellation
of partnership deals that can enhance the visibility and desirability of the hotel

and difficult to hire the right people that can complement the hotel model
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5.2.3 Effects of COVID-19 pandemic on hotel industry performance

e The study showed that the emergence and spread of COVID 19 pandemic has
brought about a negative significant change with regard to profitability of the
hotel in terms of accommodation by 45.3% from 2017 to 2021

e This clearly shows that the advent and spread of the COVID 19 pandemic has
reduce the profitability of the restaurant by 43.7% from 2017 to 2021

e The finding revealed showed a reduction of profit margin received from the bar
during the emergence and spread of COVID 19 pandemic by 64.9% from 2017

to 2021.

5.3 Conclusions

The outbreak and spread of COVID 19 has affected the hotel industry most. The
extension of the restrictive measures, coupled with future uncertainties further deepen
the woes of hospitality facilities. Covid 19 pandemic has greatly reduce the hotel
customers patronage more than 50.0%. This implies the emergence of COVID-19
pandemic has been deeply felt by the hotel industries in Ghana. The emergence and
spread of the COVID-19 pandemic had extremely reduce the occupancy rate of the
hotels in Ghana from 89.0% to 41.0% representing 48.0% reduction from 2017 to 2021.
This showed that the hotel industry has also had their own share of the challenges from
the Covid-19 lockdown policy of the government of Ghana in 2020.

According to the study, the COVID-19 pandemic has affected the operational
activities of the hotels in Ghana, in terms of slowing down the promotion and sales of
the hotel product, reducing the renting accommodation capacities to travellers, and

poorly management of staff schedule. It was evident from the study that the spread of
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COVID 19 pandemic has brought about a negative significant change with regard to

profitability of the hotel in terms of accommodation, restaurant, and bar. The study

concluded that more hotels are expected to balance income and expenditure in the first

quarter of 2022.

5.4

Recommendations

Based on the findings of the study, the researcher recommends that:

The hotel management should promote and maintain the safety and security of
employees and guests in order to instil confidence in guest patronage of the
hotel product and service.

The hotel industry in Ghana should make some timely-modifications to existing
policies such flexible rates for all services, ensuring strict hygiene policies and
providing other packages in order encourage guest patronage of hotel product
and services.

Practicing E-marketing and E-transaction strategy with the guests and suppliers
will help prevent the spread of the pandemic and safe the frustration of guest
and employees.

The government of Ghana should provide financial policies in supporting
production and operation of the hotel industry. Policies and measures such as
the “tax exemption, reduction, postponement, return and compensation”, will
substantially lower production costs for the hotels, and help them to survive the
difficult period of production and operation, while gradually returning to normal

business operations.
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5.5 Suggestion for Further Research

Further studies should be conducted to assess the critical intervention and
measures of revitalizing the hospitality industry in Ghana in this COVID 19 pandemic
era. Moreover, replication of this study can be conducted in different geographical area

as this study was conducted in Kumasi Metropolis in the Ashanti Region of Ghana
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APPENDIX
UNIVERSITY OF EDUCATION, WINNEBA

COLLEGE OF TECHNOLOGY EDUCATION, KUMASI

QUESTIONNAIRE FOR MANAGEMENT STAFF
Preamble: The questionnaire is designed to collect data on the topic “Impact of
COVID-19 pandemic on the hotel industry”. A case study of some selected hotels
in Kumasi metropolis. Please read the statement carefully and tick ( ') the option(s)
which you think are applicable or provide your opinion which best answers the
question. All responses will be confidential and will not be connected in any way to
you or your organization, this is purely for academic purposes.

. Section A: Background Information

1. Gender of Respondents. a) [ ] Male b)[ ]Female
2. Please select your age group from the following age brackets
a)[ ]120-29 years b)[ ]30-39 years
c)[ ]140-49 years d)[ ] Above 50 years
3. Please indicate your educational level?

a) [ ] Technical/Vocational Education b) [ ] Diploma/Higher National Diploma

c)[ ]Firstdegree d)[ ] Master’s Degree

4. What is your specific position in the hotel?
a)[ ]Director b)[ ]Manager c)[ ]Accountant d)[ ] Supervisor

f) Others, Please specify. ......c.ooiiiiiiiiiiiii e
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How long have you been working at the hotel?
a)[ ] Lessthan 1 year b)[ ]2—-S5Syears <¢)[ ]6—10years

d)[ ] Above 10 years

Section B: Trends of customer’s patronage of the hotels in Kumasi Metropolis in

the outbreak and spread of COVID-19 pandemic.

6.

To what extent has customers patronage of the hotel been affected by Covid 19

pandemic?
a. Great impact [ | b. Moderate impact [ ]
c. Small impact [ ] d. No significant impact [ |

At what rate has the Covid 19 reduce customers patronage?

Remain basically the same [ ]
Reduce slightly (10-30%) [ ]
Reduce greatly (30-50%) [ ]
Reduced greatly (more than 50%) [ ]

To what extend has COVID-19 affected the occupancy rate of your hotel.

Kindly state the occupancy rate for the listed years provided.

Years January — June July — December

2017

2018

2019

2020

2021

Note: occupancy rate = total number of rooms occupied / total number of

rooms available x 100%
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Please how has this impact affected the hotel operations? Please rate your
responses using a scale of 1 to 4: Great impact (1), moderate impact (2), small

impact (3), and no impact (4).

Operations 1 |2 3 |4

Difficulties in business operations and bankruptcy

Operations barely maintained

Difficulties in business operations

Providing new opportunities for development
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Section C: Perceive effect of COVID-19 pandemic on the operational activities of

hotel industry in the Kumasi Metropolis.

9.

10.

What are the main operating pressures that the hotel is currently facing?
a. Employee salaries [ ] b. Insurances [ ] c. Rent (Buildings, Equipment) [ ]
d. Repayment of loans [ ] e. Payment of accounts payable [ ]

f. Cancellation of orders [ |

To what extent do you agree or disagree with the following perceive effect of
COVID-19 pandemic on the operational activities of hotel industry in the
Kumasi Metropolis. Please rate your responses using a scale of 1 to 5: Strongly
disagree (1), Disagree (2), Neutral (3), Agree (4), and Strongly agree (5).
Please tick the box which best reflect your view and state briefly where

necessary

S/N | Operational Activities SCORE

1. Difficult in ensuring that the hotel is offering the right
room at the best rate to ideal customer at the right

times

2. Staff schedule is poorly managed due to covid 19

pandemic

3. Difficult to hire the right people that can complement

the hotel model

4. Cancellation of partnership deals that can enhance the
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visibility and desirability of the hotel.

5. Covid 19 has affected everything from stocking
supplies to negotiating preferred vendor

6. Promotions and sales of the hotel product has been
sluggish

7. Problematic in analyzing data present and future
forecasts

8. Keeping the hotel and its environs clean and neat has
become difficult task due to shortage of staff

9. Renting accommodation capacities to travellers has
reduced

10. | Tough in meeting each guest’s needs, preferences, and

expectations

Kumasi Metropolis.

11.

Has the hotel suspended certain production and operations?

a. Yes [

If “Yes” what are the reasons for the suspension of production and operations of

] b.No[ ]

your firm?

a. Shortage of production materials [ ]
b. Difficulty in developing market [ ]
c. Impact of measures taken to respond to the Covid 19 [ ]
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What has been the effect on the hotel growth during and since the Covid 19
pandemic?
a. Reduced significantly [ ] b. Reduced slightly [ ]

c.Unchanged [ ] d.Increased slightly [ ] Increased significantly [ ]

To what extent do you expect this pandemic will affect the hotel development in
the first quarter of 2022?

a. Profits [ ] b. Balance of income and expenditure [ ]

c. Losses d. Serious losses Closed down [ ]

Please state the annual sales of the various departments of your hotel.

Years Accommodation Restaurant Bar

2017

2018

2019

2020

2021

THANK YOU
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