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ABSTRACT 

This study focused on resilience building strategies and service delivery of five star hotels in 

Nairobi City County during COVID 19 pandemic. The objectives of the study were: to 

establish the degree to which five star hotels in Nairobi City County have adopted resilience 

building strategies in service delivery; and to find out the relationship between resilience 

buiding strategies and service delivery of five star hotels in Nairobi City Count during 

COVID 19 pandemic. The study carried out a survey and used a descriptive cross-sectional 

research design targeting 11 five star hotels in Nairobi City county. Data     iwas    icollected    iusing    

iweb-based    igoogle    iform    iquestionnaires    ifrom    ioperations    imanagers,    imarketing    imanagers    iand    

ifinance    imanagers    ior    itheir    iequivalents.    iAll    ithe    iquestionnaires    iwere    isent    ithrough    iemail    iand    

iWhatsApp    ito    ispecific    imanagers.    iA    itotal    iof    i28    iresponses    iwere    ireceived    iand    iwere    ideemed    ifit    ifor    

ianalysis.    iAs    irelates    ito    ithe    iextent    ito    iwhich    ifive    istar    ihotels    iin    iNairobi    iCity    iCounty    ihave    iadopted    

iresilience    ibuilding    istrategies,    ifindings    ireveal    iit    iis    ito    ia    imoderate    ito    ilarge    iextent    ias    iindicated    iby    

imeans    iof    ithree    iand    iabove.    iRegarding    ithe    irelationship    ibetween    ithe    ivariables,    iresults    ireveal    ithat    

imarket    iorientation,    isupply    ichain    ioptimization,    istrategic    icorporate    ireorganization    iand    ibusiness    

imodel    itransformation    istrategies    iand    iservice    idelivery    iare    ipositively    irelated    ias    iindicated    iby    

ipositive    icoefficients    iproduced    iby    ithe    istudy‟s    imultiple    iregression    imodel. However, innovation 

strategies in the hotels were found to have a negative relationship with service delivery. 

Though the hotels have adopted the strategies to a moderate to large extent, resilience building 

strategies had a 46% composite impact on service delivery. The study recommends that hotels 

apply a concerted and consistent efforts to restore the sector on to a positive trajectory of 

service delivery. Further, managers should interrogate the kind of innovations being 

implemetened as they could most likely be embracing technologies and innovations that do 

not resonate well with both the workers and customer to such an extent that service delivery is 

affected. There is a chance that the innovations adopted do not satisfactorily meet the 

requirements and measures of quality service delivery as guided by SERVQUAL scale that 

fronts five dimensions: tangibles, reliability, responsiveness, assurance and empathy. Further 

studies should be explore the actual reasons for the negative relationship between innovation 

and service delivery in hospitality industry though a mixed method approach. 
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CHAPTER ONE: INTRODUCTION 

1.1 Background of the Study 

Disasters may occur at any time and cause unprecedented consequences to a business. It is 

therefore important that businesses embrace the concept of resilience and put in place 

strategies that will enable them to cope with catastrophes when they strike. iBusiness     

iresilience     iis     idefined     ias     ia     icapacity     ithrough     iwhich     ia     ibusiness     isurvives,     irecovers,     iand     igrows     

iwhen     ia     icrisis     idisrupts     iits     ioperation     i(Dahles     i&     iSusilowati,     i2015;     iTorres     iet     ial.,     i2019;     iVogus     i&     

iSutcliffe,     i2007).     iSurvival     iensures     ithat     ithe     icompany     iremains     iin     ibusiness     iafter     ithe     icrisis,     ibut     iits     

iperformance     iis     ibelow     ithe     ipre-crisis     ilevel.     iRecovery     i(adaptation)     irefers     ito     ithe     icompany‟s     

ireturn     ito     iits     ipre-crisis     istatus.     iLastly,     igrowth     imeans     ithe     icompany‟s     iperformance     iexceeds     ithe     

ipre-crisis     ilevel     i(Torres     iet     ial.,     i2019).     I 

This study will be anchored on three theories, namely: Chaos Theory, Dynamic Capability 

Theory (DCT) (Teece et al., 1997) and Resilience Theory (RT) (Garmezy, 1974). These      ithree     

itheories     ioffer     ithe     imost     iappropriate     itheoretical     iframework     iupon     iwhich     ithis     iresearch     iwill     ibe     

ianchored.    iChaos theory will explain how the emergence of a virus in Wuhan city caused a 

global pandemic and affected every economy in the world with the hospitality industry being 

one of the hardest hits. To    iexplain     ithe     iability     ito     iintegrate,     ibuild,     iand     ireconfigure     iinternal     iand     

iexternal     icompetencies     ito     iaddress     irapidly     ichanging     ienvironments,     iDCT     iwill     ibe     iused     iwhile     iRT     

iwill     ihelp     ito     iillustrate     iorganisations‟     icapacity     ito     iadapt     iand     isurvive     iwhen     ithey     iare     ifacing     

iturbulent     ichanges     i(Ates     iand     iBititci,     i2011),     iand     iis     itherefore     ia     iresource     iwhich     ican     ibe     iused     

iduring     itimes     iof     ieither     iexternal     ior     iinternal     idisruptions     i(Danes et al., 2008).  

To     irespond     ito     iCOVID     i19     icrisis,     isome     iservice     ifirms     ihave     ichanged     itheir     iroutines,     iadopted     

iteleworking,     ior     icut     itheir     iexpenses     isignificantly.      iSome     iother     ifirms     ihave     iincreased     itheir     

ipresence     iin     ionline     iplatforms     ito     ikeep     itheir     irelationships     iwith     itheir     istakeholders.     iOthers     ihave     

ichanged     itheir     ibusiness     istrategies     iby     iembracing     inew     idistribution     ichannels,     ioffering     inew     

iproducts/services,     ior     icreating     inew     ipartnerships.     iAll     iof     ithese     ichanges     iand     iresponses     iare     

iintended     ito     iincrease     ibusinesses‟     iresilience     iduring     iand     iafter     ithe     ipandemic.     iHowever,     ithere     iis     ia     

ilack     iof     iempirical     istudies     ion     iwhat     ichanges      iservice     ifirms     ishould     iimplement     ito     isurvive,     irecover,     

iand     igrow     iafter     iCOVID-19.     iBy     ielaborating     ion     iprior     iresearch     ion     ibusinesses‟     iperformance     

iduring     iand     iafter     icrises,      ithe     icurrent     istudy     iaims     ito     ianswer     ithe     ifollowing     iquestion:     iWhat     

iresilience-building     istrategies     ishould     iservice     ifirms     iadopt     iduring     iand     iafter     ithe     iCOVID-19     

ipandemic? 
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1.1.1 The Concept of Strategy 

The     istrategy     iis     ia     iconcept     ithat     iis     iwidely     iused     itoday.     iIt     iis     igenerally     iaccepted,     ithat     ithe     iword     

i“strategy”     iis     ioriginated     ifrom     iboth     ithe     iword     i“stratum”,     iin     iother     iwords,     icourse     ior     iway,     iand     ithe     

iword     i“strategos”     iwhich     irefers     ito     ithe     iancient     iGreek     igeneral     iStrategos     i(Eren,     i2006).     iAccording     

ito     iAktan     i(2009),     ithe     iword     istrategy     iis     iused     ifor     imany     iyears     inow     ias     ia     imilitary     iterm     ito     idescribe     

ithe     iknowledge     iand     iapproach     iof     ithe     igeneral     iStrategos     iin     imilitary     idefence.     iNevertheless,     iit     iis     

iimportant     ito     isee     ihow     ithe     iterm     istrategy     iis     ipresent     iin     ithe     ifield     iof     imanagement.     iDincer     i(2007)     

idefines     istrategy     ias     i“a     iprocess     iof     ireorganizing     ithe     inecessary     itools     iand     iresources,     iplanning     ithe     

iactivities,     iguiding     ithe     ioperations     iand     iproviding     ia     icompetitive     iadvantage     ito     idetermine     

iobjectives     iwhich     iare     icompatible     iwith     ichanging     ienvironmental     iconditions”.     iAdditionally,     

iaccording     ito     iFitzroy     iand     iHulbert     i(2005),     istrategy     idevelopment     iobliges     ithe     iorganizations     ito     

itrack     iwhich     icritical     ivariables     iare     ichanging,     ito     idefine     ithe     ispeed     iof     ithe     ichange,     iand     iguess     itheir     

iprobably     iimpact     ion     ithe     ibusiness.     iOverall,     ithe     iwhole     iconcept     iof     istrategic     imanagement     irefers     

ito     ithe     iability     iof     ithe     iorganization‟s     imanagement     ito     isuccessfully     iline     iup     iitself     iwith     ithe     ipowers     

imotivating     ichange     iin     ithe     iarea     iin     iwhich     iit     iparticipates.     iAt     ithe     isame     itime,     ithe     ivariable     itime     

iplays     ia     itremendous     irole     iin     istrategic     imanagement,     isince     ithe     ionly     ioption     ifor     imanagers,     ito     iwin     

ithe     ichange     iis     ito     ipredict     ithe     iforthcoming     iand     itry     ito     iinfluence     iit     i(Drucker,     i1968). 

The     iidea     iof     istrategic     imanagement     ibegan     ifrom     ibig     ibusiness     iand     ihas     ievolved     iinto     ithe     ientire     

iadministration     icurrently     iused     iin     ithe     iorganization     iand     icompanies     isuch     ias     inon-profit     iand     

icultural     iorganizations.     iThe     istrategy     iis     iused     ibecause     iit     ileads     ito     ieffective     istrategic     imanagement,     

iwhich     iis     irelated     ito     ithe     ifact     ithat     iorganizations     ioperate     itoday     irequires     idecisions     ithat     iwill     ihelp     

ithe     iorganizations     iaddress     ithe     ichallenges      ithey     iare     ifacing     ieffectively     iand     iefficiently.     iThe     

istrategy     iis     ia     irational     iway     iof     iplanning     ian     iorganization's     imovements     ito     itake     iadvantage     iof     ithe     

iopportunities     iand     ithreats     iit     iwill     iencounter     iin     iits     ienvironment     i(Ansoff     iet     ial.,     i2018).     i 

As     imentioned     iabove,     istrategic     imanagement     ihas     ibeen     istarted     iby     icompanies,     ibut     isoon     

iexpanded     ito     iother     iorganizations,     iincluding     ihotels.     iIndeed,     ihotels     itoday     ihave     ito     ioperate     iin     ia     

ivery     idemanding     iharsh     ienvironment;     ihence     ithey     ineed     istrategies     iand     istrategic     itools     iwhich     iare     

imade     iespecially     ifor     ithis     iindustry     i(Okumus     iet     ial.,     i2018).     iAccording     ito     iAbu     iBakar     iet     ial.     

i(2011),     i"strategic     imanagement     iis     ia     iconcept     ithat     iconcerns     iare     imaking     idecisions     iand     itaking     

icorrective     iactions     ito     iachieve     ilong     iterm     itargets     iand     igoals     iof     ian     iorganization."     iCurrently,     ithe     

itourist     iindustry     ihas     ito     iface     ithe     iCOVID-     i19     icrisis.     iStrategic     imanagement's     iimportance     ilies     iin     

ithe     ifact     ithat     iit     ishould     ipromote     ia     icomprehensive     istrategy     ito     iguide     ithe     ihotel     iindustry     itowards     

irecovery.     iThis     iis     inew,     iwhich     imeans     ia     ilack     iof     isignificant     itheories     iand     icase     istudies      

irecommending     ipotentially     isuccessful     istrategic     itools.     iThis     ipaper     iwill     ifill     ithis     igap     iby     
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iresearching     ithe     imost     iimportant     istrategic     itools     ithat     ican     ilead     ia     ihotel     ito     iovercome     ithis     icritical      

iperiod. 

1.1.2 Organizational Resilience 

Organizational     iresilience     iis     iconsidered     ito     ibe     ione     iof     ithe     imost     iimportant     icapabilities     iof     ithe     

ibusiness.     iOrganizational     iresilience     iincorporates     iorganizational     iabilities     ias     iwell     ias     iits     iphysical     

iproperties     i(Cutter     iet     ial.,     i2008).     iIt     ican     ibe     idefined     ias     ian     iorganization‟s     iability     ito     iforesee     ichange     

iand     irespond     ito     ichange     inot     ionly     ito     isurvive     ibut     ito     isustain     i(PricewaterhouseCoopers,     i2017).     

iDefined     ias     i„a     ifirm's     iability     ito     ieffectively     iabsorb,     idevelop     isituation-specific     iresponses     ito,     iand     

iultimately     iengage     iin     itransformative     iactivities     ito     icapitalize     ion     idisruptive     isurprises     ithat     

ipotentially     ithreaten     iorganization     isurvival‟     i(Lengnick-Hall     iet     ial.,     i2011,     ip.     i244),     iorganizational     

iresilience     ihas     iemerged     ias     ia     icontemporary     iissue     iin     ibusiness     i(Biggs     iet     ial.,     i2012;     iOrchiston     iet     

ial.,     i2016).     i 

Resilience     ibecomes     ieven     imore     iimportant     ifor     itourism     ifirms     ias     ithe     itourism     isector     iis     ione     iof     ithe     

imost     ivulnerable     iones     iand     ithe     iworst     iaffected     iin     icase     iof     iany     idisaster     i(Espiner     i&     iBecken,     i2013).     

iBuilding     iorganizational     iresilience     iincludes     ibeing     iprepared     ifor     ithe     icontingencies,     ithe     iability     ito     

ibounce     iback     iby     ireducing     ithe     iprobability     iof     ifailure,     iand     iguaranteeing     icontinuity     iof     ibusiness      

ioperations     ieven     iunder     iadverse     isituations     i(Brown     iet     ial.,     i2017).     iDahles     iand     iSusilowati     i(2015)     

iidentified     isurvival,     iadjustment,     iand     iinnovation     ias     ithe     ithree     ibasic     icomponents     ibuilding     

iorganizational     iresilience.     iAccording     ito     iLee     iet     ial.     i(2015),     ito     imake     iorganizations     imore     iresilient     

iduring     idisaster     itwo     icomponents,     ii.e.     ipre-planning     iand     iadaptive     icapacity     ibuilding     iplay     ia     ivital      

irole.     iIn     icase     iof     iany     idisaster,     isurvival     ibecomes     iof     iutmost     iimportance     ifor     ithe     ihotels.     iCOVID-

19     ihas     iposed     inovel     ichallenges     ito     ithe     itourism     isector     iin     iall     ispheres     ifrom     ilockdown     iand     ichanged      

igovernment     ipolicies     ito     irestrictions     ifor     iinter-state,     idomestic     ias     iwell     ias     iinternational     itravel     iand     

icustomers‟     iresistance     ito     itravel.     iMost     iof     ithe     ismall     iand     imedium-size     ihotels     ihave     ishut     idown     

itheir     ioperations.     iResilience     ican     imake     iorganizations     imore     iadaptable     iand     iincrease     itheir     ichances     

iof     isurvival     iin     ifuture     i(Dahles     i&     iSusilowati,     i2015;     iPrayag,     i2018).     i 

The     idimensions     iof     iresource-based     iorganizational     iresilience     ican     ibe     iexplored     ifrom     ia     icapital-

based     iapproach     i(Brown     iet     ial.,     i2018).     iBrown     iet     ial.     i(2017,     ip.     i365)     iprovide     ian     iexample     ifrom     ia     

ihotel     imanagement     iperspective     iexplaining     ithe     iapproach     ias     i„… a     idynamic     icondition     idescribing     

ithe     icapacity     iof     ia     ihotel,     itogether     iwith     iits     istakeholders     i(staff,     iguests     iand     ithe     ilocal     icommunity),     

ito     iassess,     iinnovate,     iadapt,     iand     iovercome     ipossible     idisruptions‟.     iTheir     itypology     iincludes     isix     

itypes     iof     icapital:     ieconomic,     isocial,     iphysical,     ihuman,     inatural     iand     icultural.     iCapital     ithat     ican     ibe     

idrawn     iupon     ito     ibuild     iorganizational     iresilience     ican     ibe     igrouped     iinto     ithree     icritical     iresources.      
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iThese     iare     ipeople,     iprocesses     iand     ipartnerships     i(Foster     i&     iDye,     i2005;     iHall     iet     ial.,     i2017).     iOf     

ithese,     iit     ican     ibe     iargued     ithat     ihuman     icapital     irepresents     ithe     icore     ito     icreating     iinter-relationships     

ibetween     ithe     iother     ifactors     ithat     icontribute     ito     ithe     idevelopment     iof     iorganizational     iresilience     i(Hall 

et al., 2017; Lengnick-Hall et al., 2011).  

1.1.3 Service Delivery 

Services    iare    iintangible    iand    iheterogeneous, at    ithe    isame    itime    ibeing    ijudged    iby    ithe    iperformance    

iand    ithe    iexperience    iof    ithose    iwho    iuse    ithem,    iwith    ithe    ipossibility    iof    iinterpretation    iand    idifferent    

ijudgments,    iaccording    ito    ithe    iprovider    iand    ithe    iuser    iin    iquestion    i(Pena,    iDa-Silva,    iTronchin    iand    

iMelleiro,    i2013).    iNotable    ischolars    ihave    iargued    ithat    ithe    imain    iaim    iof    ia    iservice    idelivery    isystem    iis    

ito    ibridge    ithe    igap    ibetween    icustomer    iexpectations    iand    icustomer    iexperience    i(Lovelock,    i1984;     

iArmistead,    i1990;    iLovelock    iand    iWitz,    i2011;    iKostopoulos,    iLodorfos,    iand    iKaminakis,    i2015).    i 

Service    idelivery    ientails    ispecific    iactions    igeared    itowards    ithe    iprovision    iof    ia    iservice    i(Samitier,     

i2017).    iService    idelivery    iinvolves    ia    iset    iof    iactivities    ithat    itake    iplace    ito    iprovide    ia    iservice    ito    ia    

icustomer.    iDuring    ithe    iprovision    iof    ia    iservice,    iboth    ithe    iprovider    iof    ithe    iservice    iand    ithe    iuser    iof    ithe    

iservice    iperform    icoordinated    iactions.    iOrganizations    icome    iup    iwith    iservice    idelivery    isystems    ito    

iensure    iservices    iare    idelivered    ito    itheir    iultimate    irecipients    iefficiently    iand    ieffectively.    iSome    iof    ithe    

icharacteristics    iof    iproperly    ifunctioning    iservice    idelivery    isystems    iinclude;     iaccessibility,     iclarity    iin    

icommunication,    icompetency    iof    ithe    istaff,    icourteous    istaff,    icredibility,    ireliability,     

iresponsiveness,    isecurity,    itangibility,    iand    iunderstanding    iof    ithe    irequirements    iof    iall    istakeholders    

i(WHO,    i2016).  

In order to measure the effectiveness of service delivery, Parasuraman et al. (1985, 1988) and 

Zeithaml et al. (1990), proposed that the SERVQUAL scale which presents a highly reliable 

and valid measure of quality of service. Through factor analysis of extensive analysis of 

respondents‟ data on ten dimensions, the findings     iresulted    iin    igrouping    ithe    iitems    iinto    ifive    

idistinct    idimensions:    itangibles,    ireliability,    iresponsiveness,    iassurance    iand    iempathy.    iTangibles,     

ireliability    iand    iresponsiveness    icorrespond    ito    ithree    iof    ithe    ioriginal    iten    idimensions.    iAssurance    

iwas    iformed    iby    ithe    iconsolidation    iof    icompetence,    icourtesy,    icredibility    iand    isecurity    ifrom    ithe    

iinitial    iten-dimension    istructure,    iwhile    iaccess,    icommunication    iand    iunderstanding    iwere    

icombined    ito    iform    ithe    iempathy    idimension.    iThis    istudy    iwill    iemploy    ithe    iSERQUAL    iscale    iabove    

ito    imeasure    iquality    iof    iservice    idelivery. 



 

 

14 

 

1.1.4 Effect of COVID 19 Pandemic in Five star hotels in Nairobi City County 

Following     ithe     iSWOT     i(Strengths,     iWeaknesses,     iOpportunities,     iand     iThreats)     ianalysis     iprepared     

iin     iUNWTO‟s     iReport,     ithe     imain     ithreats     igenerated     iby     ithe     ipandemic     ican     ibe     ispecified     iin     ithe     

ieconomic     ienvironment:     iworld     irecession;     irising     iunemployment     iand     ijobs     iat     irisk;     iclosure     iof     

ibusinesses,     imainly     ismall     iand     imedium     ienterprises     i(SMEs);     idisposable     iincome     ireduction;     

iuncertainty     iweighing     ion     iconsumer     iand     ibusiness     iconfidence;      ithe     iuncertain     ilength      iof     ithe     

ipandemic     i(including     iresurgence);     ithe     iextent     iof     ilockdowns     iand     itravel     irestrictions;     iand,     iin     ithe     

iunknown     iform     iof     ithe     ifuture,     ithe     i“new     inormal”.     iHowever,     iit     ican     ialso     iprovoke     ia     iseries     iof     

iopportunities     ithat     imust     ibe     iconsidered,     isuch     ias     ithe     ineed     ito     irethink     ithe     ibusiness     imodel;     ithe     

iimpulse     iof     iinnovation     iand     idigitalisation;     ithe     isustainability     iand     isustainable-oriented     isegments     

i(rural,     inature,     ihealth);     ior     ithe     iprogress     iin     iadaptation     iplans     iin     idestinations     iand     icompanies.     iIn     

ithis     isense,     iCOVID-19     ican     isupport     ithe     ifulfilment     iof     isome     iof     ithe     iUnited     iNations     iSustainable     

iDevelopment     iGoals     i(SDGs)     iincluded     iin     ithe     i2030     iAgenda,     isuch     ias      i9,     i12,     i14     iand     i17     i(UN,     

i2020)     i 

In     i2019,     iKenya     ireceived     iover     i2.04     imillion     itourists     iand     iKsh164     ibillion     i($1.48     ibillion)     iin     

itourism     irevenues.     iThe     iUS     itopped     ivisitor     iarrivals,     iat     i245,437,     ifollowed     iby     iUganda     iand     

iTanzania     iat     i223,010     iand     i193,740     irespectively.     iReopening     iof     iborders     iand     iinternational     

iairports     iin     iAugust     ibrought     isome     irelief     ito     ithe     itourism     isector,     ihowever     ioverseas     ivisitor     

inumbers     iare     istill     idepressed.     iRegional     itourists     iare     istill     icoming     iin.     iIn     iSeptember,     iTanzania     

iovertook     ithe     iUS     ias     iKenya‟s     itop     itourism     icountry,     iaccording     ito     ithe     iTourism     iResearch     iInstitute     

iof     iKenya.     iThere     iwere     i4,309     iTanzanian     ivisitors,     ifollowed     iby     iUganda     iat     i3,812     iand     ithe     iUS     iat     

i3,458. 

By     iJune,     iKenya's     iTourism     iCabinet     iSecretary     iNajib     iBalala     isaid     ithe     itourism     iindustry     ihad     ilost     

itwo     imillion     ijobs     iand     iKsh80     ibillion     i($720     imillion)     idue     ito     iCovid-19.     iBy     iMay,     i90     ipercent     iof     

ithe     ihotel     iindustry     ihad     iclosed     iand     ito     idate     isome     iproperties     ihave     inot     irecovered.      iIn     iAugust,     ithe     

iiconic     iInterContinental     iNairobi     iannounced     iplans     ito     ipermanently     iclose     ithe     i51-year     iold     ihotel.     

iFairmont     iHotels     iin     iNairobi,     iMasai     iMara     iand     iMt     iKenya     ihave     ibeen     iclosed     iindefinitely     isince     

iMay     i2020.     i(The     iEast     iAfrican,     i2020).     iIn     ithe     ifirst     ihalf     iof     i2020,     i45     ipercent     iof     itourism     

ibusinesses     iin     iKenya     iestimated     ia     irevenue     iloss     iabove     i2.5     imillion     iKenyan     ishillings,     ias     ian     ieffect     

iof     ithe     icoronavirus     i(COVID-19)     ipandemic.     iRoughly     i23     ipercent     iindicated     iloosing     ifrom     iKES.     

i500     ithousand     ito     i1     imillion,     iwhile     iapproximately     i15     ipercent     iof     ibusinesses     ipointed     ia     iloss     iof     

irevenue     iabove     iKES,     i500,000.     iAs     iof     iFebruary     i24,     i2021,     iKenya     ihad     iover     i105     ithousand     

iconfirmed     icases     iof     icoronavirus     iMeasures     ito     icontain     ithe     ioutbreak,     isuch     ias     ia     inight     icurfew     iand     

ithe     iclosing     iof     ibars     iare     istill     iin     iforce.     iHowever,     iunder     itight     iCOVID-19     iregulations,     ithe     icountry     
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iresumed     iinternational      iflights     ion     iAugust     i1,     i2020     i(Statistica,     i2021).     iWith     ia     istronger     imore     

iinfectious     ithird     iwave,     ithe     igovernment     iof     iKenya     iinstituted     iyet     ianother     iraft     iof     imeasures     

iincluding     ia     ipartial     ilock     idown     ion     i„disease     iinfected     izones     iof     iNairobi,     iKajiado,     iMachakos,      

iKiambu     iand     iNakuru.     i 

Kenya‟s     iGDP     iwas     iestimated     ito     icontract     iby     ione     ipercent     iin     i2020,     ias     ian     ieffect     iof     ithe     iCOVID-19     

ipandemic.     iThe     iprojection     iassumed     ithat     ithe     icoronavirus     icrisis     iweakens     iduring     ithe     ifirst     ihalf     iof     

i2021,     iwith     ithe     iemergence     iof     ivaccines.     iConsidering     ithe     isame     iscenario,     ithe     iforecasts     ipointed     

iout     ia     istrong     irebound     ifor     ithe     iKenyan     ieconomy     iin     i2021,     iwith     ian     iexpected     i6.9     ipercent     igrowth     

iof     ithe     iGross     iDomestic     iProduct.     iBesides     ibeing     ian     ieconomic     ipowerhouse     iin     iEast     iAfrica,     iKenya     

iis     ialso     ione     iof     ithe     icountries     iwith     imore     iCOVID-19     icases     iin     ithe     iregion.     iAs     iof     iMarch     i18,     i2021,     

imore     ithan     i117.5     ithousand     ipeople     iwere     ialready     iinfected     iby     ithe     ivirus     iin     ithe     icountry. 

1.1.5 Hospitality Industry in Kenya 

Hospitality industry in Kenya is comprised of three sub sectors: Travel and Tourism, Food 

and Beverage, and Accomodation. In the travel and tourism sub sector, international visitor 

arrivals    iin    iKenya    ideclined    isharply    ito    i471,000    ifrom    iJanuary    ito    iOctober    i2020.    iIn    ithe    iyear    ibefore,    

i2,035,400    ipeople    ivisited    ithe    icountry. (Statistica, 2021). Drop in tourist arrivals and COVID 19 

containment measures affected accommodation and food services. The      inumber     iof     ibed-nights      

irose     iby     i6.3     iper     icent     ifrom     i8,617.9     ithousand     iin     i2018     ito     i9,160.8     ithousand     iin     i2019.     iThe     inumber     

iof     ihotel     ibed     inights     ioccupied     iby     iresidents     iof     iKenya     imaintained     ian     iupward     itrend     irising     iby     i5.7     

iper     icent     ito     i4,818.6     ithousand     iin     i2019accounting     ifor     i52.6     iper     icent     iof     ithe     itotal     ihotel     ibed     inights     

ioccupied.     iThe     itotal     inumber     iof     iavailable     ihotel     ibed     inights     iincreased     iby     i12.2     iper     icent     ifrom     

i26,500.6     ithousand     iin     i2018     ito     i29,742.9     ithousand     iin     i2019,     ian     iindication     iof     imore     iinvestments     iin     

ithe     isector.     iConversely,     ihotel     ibed     ioccupancy     irate     idecreased     ifrom     i32.5     iper     icent     iin     i2018     ito     i30.8     

iper     icent     iin     i2019.     i 

As     iof     iJanuary     i2021,     ithe     ibed     ioccupancy     irate     iin     iKenyan     ihotels     iwas     iat     i21     ipercent,     iregistering     ia     

idecrease     ifrom     i26     ipercent     iin     iDecember     i2020.     iAccording     ito     ihotel     ienterprises     isurveyed     iby     ithe     

isource,     ithe     idecline     iexpressed     ithe     ireturn     ihome     iby     ivisitors     iwho     itravelled     ifor     iChristmas.     

iOverall,     ibed     ioccupancy     irecovered     icompared     ito     ithe     isecond     iquarter     iof     i2020,     iwhen     irestrictions      

iwere     iimplemented     ito     icontain     ithe     ispread     iof     icoronavirus     i(COVID-19)     iin     iKenya,     ileading     ialso     ito     

ia     ireduction     iin     ithe     ilevel     iof     ihotel     ioperations.     iHowever,     ithe     irate     istill     ibelow     ithe     iperiod     iprevious     

ito     ithe     ipandemic.     iFor     iinstance,     iin     iJanuary     i2020,     ithe     ibed     ioccupancy     irate     iwas     iat     i62     ipercent 

In 2019, the sector was vibrant recording an increase in gross      ivalue     iadded     iby     i10.3     iper     icent      

icompared     ito     i16.6     iper     icent     igrowth     iin     i2018.     iThe     igrowth     iof     ithe     isector     iin     ithe     iperiod     iunder     
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ireview     iwas     isupported     iby     iheightened     isecurity,     irelaxation     iof     itravel     iadvisories     iby     igovernments     

iof     ikey     itourism     imarkets     iand     ipolitical     istability     ithat     iprevailed     iin     ithe     icountry.  

Tourism earnings     igrew     iby     i3.9     iper     icent     ifrom     iKSh     i157.4     ibillion     iin     i2018     ito     iKSh     i163.6     ibillion     iin     

i2019.     iThe     islowed     igrowth     iwas     ievident     iin     ithe     imarginal     igrowth     iof     i0.4     iper     icent     iin     ithe     inumber     iof     

iinternational     ivisitor     iarrivals     ito     istand     iat     i2.1     imillion     ivisitors     iin     i2019.     iHotel     ibed     inight     

ioccupancy     iincreased     ifrom     i8.6     imillion     iin     i2018     ito     i9.2     imillion     iin     i2019.     iFurther,     ithe     isector‟s     

iperformance     iwas     iboosted     iby     iconference     itourism     ithat     iexpanded     iby     i14.0     iper     icent     iin     i2019.     iIn     

iview     iof     ithe     irestrictions     iwithin     ithe     ihospitality     isector,     iall     ioperators     iof     ihotels,     irestaurants,     

ieateries,     ibars     iand     iestablishments     ithat     isell     ialcohol     ion     iwholesale     ior     iretail     iterms     ito     ido     iall     ithat     iis     

inecessary     ito     iensure     ienhanced     icompliance     iwith     ithe     iMinistry     iof     iHealth‟s     iguidelines     iand     

iprotocols.     iThe     ifall     irepresented     ian     ieffect     iof     ithe     iCOVID-19     ipandemic     iin     ithe     itourism     isector.     

iLike     iother     inations     iworldwide,     iKenya     iimplemented     imeasures     ito     icontain     ithe     ispread     iof     ithe     

ivirus,     isuch     ias     ilockdown     iand     iflight     irestrictions.     iAs     ia     iresult,     ithe     ipassenger     iflow     iin     ithe     itwo     imain     

iKenyan     iairports     iwas     idrastically     ilow     ibetween     iMarch     iand     iJuly     i2020.     iAfter     iflights     iwere     

iresumed,     ithe     ivolume     iof     ivisitors     iincreased,     ialthough     iremaining     iunder     ithe     ipre-COVID     i19     ilevel     

i(Statistica, 2020). 

1.1.6 Five Star Hotels in Nairobi City County 

In Kenya, the Restaurant and Hotel Act Cap 494 is in charge of licensing of hotels and 

restaurants and also regulates the way hotels are operated in the country. The Act defines a 

hotel as a premise other than those specified in the third schedule on which accommodation is 

supplied or available for supply with or without food services in exchange for money or 

moneys‟ worth. The hotels are classified as per the Hotel and restaurant act using star ratings, 

from one star hotel‟s to five star hotels. The star ratings are a way of classifying hotels in 

terms of the standard it upholds and amenities it contains, they are said to be a depiction of 

great ambiance, the highest quality of service/products and they ooze class. One of the earliest 

five star hotels to be recognized in Nairobi was The Norfolk hotel back in the early 1960s. 

 

As per the Kenyan Gazette, Gazette Notice No. 3976 (Vol. CV- No. 62) here are currently 

sixteen 5 star hotels in the country and eight of them are situated in Nairobi. The hotels have a 

bed capacity ranging from forty six beds to seven hundred and sixteen beds. The eight five 

star hotels in the region are hotels from the Intercontinental hotels group (IHG), Hilton Hotels, 

Fairmont Hotels, Sarova Group of hotels while the last two are independent hotels, they are 

specifically, Intercontinental hotel Nairobi, Hilton Hotel Nairobi, Fairmont the Norfolk Hotel, 
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Safari Park Hotel, Nairobi Serena Hotel, Laico Hotel which was formally the Grand Regency 

Hotel, Windsor Hotel and Sarova The Stanley Hotel. 

Kenya, like most major reviewing bodies, uses the five-star system for grading done by 

Tourism Regulatory Authority (TRA), a corporate body established under section 4 of the 

Tourism Act No.28 of 2011. The Authority periodically undertakes National classification of 

all regulated tourism activities and services with the aim of ensuring high standards and 

quality of services. A Standardisation and Classification Committee comprising members 

from both the public and private sectors oversee the classification exercises. This is based on 

the approved criteria for each category of establishments. 

Finest luxury establishment, superlative service, highest comfort standards well equipped, 

first-class services, and state of the art facilities A luxurious hotel, offering the highest degree 

of personal service. Elegance and style abound, and rooms are equipped with quality linens, 

VCR, CD stereo, Jacuzzi tub and in-room video. There are multiple restaurants on-site with 

extensive, gourmet menus, and room service is also available 24-7. A fitness centre, valet 

parking and concierge service round out the experience. 

 

1.2 Research Problem 

Due     ito     ithe     iborderless     inature     iof     irisk     i(Smith     iand     iFischbacher     i2009)     iand     ifluctuating     

ienvironmental     iand     imarket     iconditions,     ithe     ipossibility     iof     ibreakdowns     iand     idisruptions     iwithin     

iorganisational     isystems     ihas     iincreased     idramatically.     iAs     isuch,     iover     ithe     ipast     ifew     idecades,     ithe     

iorganisational     ilandscape     ihas     ibeen     icharacterised     iby     ihigh-impact/low     iprobability     i(HILP)     

ievents     i(Sheffi     i2005),     isuch     ias     ithe     ieconomic     idownturn,     ifluctuating     imarket     iconditions     i(stock     

imarket     icrash),     inatural     idisasters,     iterrorism,     ilegal     iand     iregulatory     iactions,     iscandals     iand     ichanging     

icustomer     idemands.     iAn     iorganisation‟s     iinability     ito     iadapt     ito     iany     iof     ithese     iHILP     ievents     iis     ia     iresult     

iof     isystemic     iorganisational     iinadequacies.     iAs     isuch,     iHILP     ievents     ihave     ihighlighted     ia     imuch     

ibroader     iarray     iof     isocial     iand     itechnological     iissues     ithan     ipreviously     iencountered     iwithin     

ioperations     imanagement. 

Resilience     iis     iboth     ia     imultifaceted     iand     imultidimensional     iconcept     i(Ponomarov     iand     iHolcomb      

i2009),     irelating     ito     ia     ivariety     iof     itopics     iranging     ifrom     iphysical     imaterial     iproperties     ito     isupply     ichain      

imanagement,     iresulting     iin     ia     idiverse     iliterature     ibase.     iThe     iconcept     iof     iresilience     ihas     ia     ifirm     

igrounding     iwithin     ithe     irealm     iof     iecology     iand     igained     iconsiderable     irecognition     ithrough     ithe     iwork     

iof     iHollings     i(1973,     i2001)     iand     iWalker     iet     ial.     i(2002,     i2004).     iFundamentally,     ithe     iconcept     iof     

iresilience     iis     iclosely     irelated     iwith     ithe     iability     iof     ian     ielement     ior     isystem     ito     ireturn     ito     ia     istable     istate     
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iafter     ia     idisruption     i(Gunderson     i2000,     iCumming     iet     ial.     i2005).     iWithin     iorganisations,     iresilience      

iresides     iin     iboth     ithe     iindividual     iand     iorganisational     iresponses     ito     iturbulence     iand     idiscontinuities.     

iThis     iinvolves     iboth     ithe     iability     ito     iwithstand     isystematic     idiscontinuities     ias     iwell     ias     ithe     icapability     

ito     iadapt     ito     inew     irisk     ienvironments     i(Starr     iet     ial.     i2003,     iCrichton     iet     ial.     i2009).     iAlthough     ithere     iis     

igrowing     irecognition     iof     ithe     iconcept     iwithin     iacademic     ipublications,     ithe     iconcept     iand     ifeatures     iof     

iorganisational     iresilience     ihave     iremained     ilargely     iundefined     iand     iambiguous. 

Yawei     iet     ial     i(2019)     istudied     ion     ithe     iimportance     iof     iresilience     ifor     itourism     iorganizations     ifacing     

icrises     iand     idisasters     iresulting     iin     ia     itheoretical     iframework     ithat     itook     ia     iprocessual     iview     ito     ishow     

ihow     ian     iorganization's      iexisting     ioperational     iroutines     itransform     iinto     inew     iones     ithat     iare     iresilient     

ito     idisruptive     ievents.     iAlvez     iet     ial     i(2020)     iconducted     ia     istudy     ion     icrisis     imanagement     iof     ismall     

ibusinesses     iin     iChina     iduring     ithe     iCOVID-19     ipandemic     iand     ifound     ithat     iall     iparticipant     ifirms     

iadopted     iflexible     iHR     istrategies,     iproduct     idiversification,     iand     iexploration     iof     inew     imarkets     ito     

iachieve     isurvival     iand     iresilience.     iLikewise,     iSu     iet     ial     i(2021)     istudy     ialso     iestablished     isome     iof     ithe     

iHR     istrategies     iused     iby     itourism     iand     ihospitality     ibusinesses     iin     iVietnam     ito     idevelop     

iorganizational     iresilience     iagainst     ithe     ifirst     iwave     iof     ithe     iCOVID-19     icrises. 

Locally, Kamika (2015) established that the most common strategies employed by five star 

hotels against environmental turbulence include: product     idevelopment    iand    imodification,    

iaggressive    imarketing    icampaigns,    imarket    idevelopment    iand    icorporate    isocial    iresponsibility.    iOn    

ithe    iother    ihand,    iChelimo    i(2018)    i    ifound    iout    ithat    ihotels    iin    iNairobi,    iKenya    iadopted    ithe    ifollowing    

istrategies    iin    iorder    ito    irespond to the changes in the external business environment: 

Technology, Diversification, Strategic Alliance, and Market Positioning. In a      istudy     iby     iCrick     

iet     ial     i(2018)     ion     iSMEs     isurveyed     iin     iKenya     iand     iSenegal,     iit     iwas     ifound     ithat     ithey     iemploy     ia     irange     

iof     istrategies     ito     ideal     iwith     itheir     iheavy     iexposure     ito     iclimatic     irisk.     iThey     iranged     ifrom     istrategies     ito     

imaintain     ibusiness     icontinuity     i(sustainable     iadaptation     ior     i„business     ipreservation‟)     ito     ithose     ithat     

iresulted     iin     ia     icontraction     iof     ibusiness     iactivity     i(termed     i„unsustainable     iadaptation‟)     ito     iward     ioff     

ithe     iworst     iimpacts     iof     ia     idisaster     ithat     iis     iclimatic     iin     inature.  

From the studies reviewed above, there is little or no research found in Kenya which has 

explored resilience building strategies as a means of coping with disasters or environmental 

turbulence, instead, the studies were limited to response strategies. Those that did, did not 

study them in Nairobi, Kenya yet the measures instituted by Kenyan government, due to the 

pandemic, were very unique to the Kenyan context. It is against this background that this 

study seeks to answer the following research question: what are some of the resilience 
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building strategies that have been adopted by five star hotels in Nairobi, Kenya in combating 

the impacts of COVID 19 pandemic? 

1.3 Research Objectives  

This study will be guided by the following study objective:  

i. Identify to what extent five star hotels have adopted resilience building strategies 

against the effect  of COVID 19 pandemic by five star hotels in Nairobi City County 

ii. The relationship between adoption of resilience building strategies and service 

delivery of five star hotels in Nairobi city county  

1.4 Value of the Study  

This study is important to the hospitality industry as it would provide valuable information on 

the diverse resilience building strategies that hotels can leverage on to prepare, absorb, adopt 

and recover against natural disasters such as COVID 19. Other businesses in diverse 

industries can also profit from the findings of this research since it may serve as a benchmark 

for resilience building strategies.  

As academicians, the value of the research is to help us understand how hotels in Nairobi have 

adopted resilience building strategies and may be spark interests on how other industries can 

apply and put them into practice. Academia     imay     ifind     ithe     ifindings     iof     ithis     istudy     iuseful,     imore     

iespecially     ifor     iresearchers     iwho     ihave     iinterest     iin     ifurthering     iresearch     ion     idiverse     idimensions     iof     

iorganization     iresilience.     iFindings     iare     ianticipated     ito     ihelp     ibuild     ion     iexisting     iknowledge     iin     ithe     

isubject     idomain. 

Increased     iknowledge     iof     iways     ito     ibuild     iresilience     icould     ialso     ibe     ivery     isignificant     ifor     

igovernments,     iregulatory     iauthorities     iand     idevelopment     iagencies     iin     iplanning     iand     iexecuting     

istrategies     ior     iin     iimplementing     ipolicies     ito     istimulate     iindustry     iand     isector     idevelopment. 

Therefore, this study‟s recommendations will feed into policy.  
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CHAPTER TWO: LITERATURE REVIEW 

2.1 Introduction 

This chapter introduces the theoretical review of the hospitality industry followed by the 

concept of resilience building strategies. It looks     iat     iwhat     ihas     ibeen     isuggested     iby     ivarious     

iauthors     iand     ischolars     iregarding     iorganization     iresilience     iin     irelation     ito     ithe     iCOVID     i19     ipandemic.     

iTherefore,     ithe     ichapter     iencompasses     ithe     iconcept     iof     istrategies     iadopted     iby     ithe     ihospitality     

iindustry     iin     iresponding     ito     ithe     ipandemic.     iThe     ichapter     iis     iconcluded     iby     ilooking     iat     iempirical     

ireview     iand     ithe     iconceptual     imodel. 

2.2 Theoretical Foundation 

This     isection     idiscusses     ia     iframework     iin     iwhich     ithe     itheories     irelevant     ito     ithe     iresearch     iare     ibased.     

iThe     istudy     ifocuses     ion     ithree     imost     irelevant     itheories,     inamely;Chaos theory, dynamic     icapability     

itheory     iand     iresilience     itheory.     iThese     iare     idiscussed     inext. 

2.2.1 Chaos Theory 

Chaos    itheory    iis    ian    iinterdisciplinary    itheory    istating    ithat,    iwithin    ithe    iapparent    irandomness    iof    

ichaotic complex systems, there are underlying patterns, interconnectedness, constant feedback 

loops, repetition, self-similarity, fractals, and self-organization.The butterfly effect, an 

underlying    iprinciple    iof    ichaos,    idescribes    ihow    ia    ismall    ichange    iin    ione    istate    iof    ia    ideterministic    

inonlinear    isystem    ican    iresult    iin    ilarge    idifferences    iin    ia    ilater    istate    i(meaning    ithat    ithere    iis    isensitive    

idependence    ion    iinitial    iconditions).A    imetaphor    ifor    ithis    ibehavior    iis    ithat    ia    ibutterfly    iflapping    iits    

iwings    iin    iTexas    ican    icause    ia    ihurricane    iin    iChina. 

The theory will explain how a viral outbreak in a small city in China spread to every corner of 

the globe and literally stalled economies. The novel virus which is highly contagious became 

uncontainable as it spread fast prompting authorities to impose protocols that restricted 

movement and stay at home orders. These restrictions affected movement of tourists as well 

as productive capacities of the world economy, resulting into devastating outcomes including 

loss of jobs, shrinking of incomes in every sector since they are interconnected in complex 

fashion.  

2.2.2 Dynamic Capability Theory  

According     ito     ithe     iDynamic     iCapability     iTheory,     iorganizations     ineed     ito     irespond     ipromptly     ito     

ichanges     iin     itheir     ienvironment     iin     iorder     ito     iobtain     ia     icompetitive     iadvantage     i(Teece     iet     ial.,     i1997).     

iMore     ispecifically,     iorganizations     ishould     idevelop     idynamic     icapability,     ithe     i„ability     ito     iintegrate,     

ibuild,     iand     ireconfigure     iinternal     iand     iexternal     icompetences‟     ito     iaddress     irapidly     ichanging     
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ienvironments     i(Teece     iet     ial.,     i1997,     ip.     i516).     iPer     ithe     idefinition     iof     idynamic     icapability,     

ireconfiguration     iand/or     itransformation     iof     icompetences     iis     ia     icritical     icapability     ito     iorganizational     

iadaptations     iduring     ienvironmental     ichanges     i(Helfat     iet     ial.,     i2009;     iTeece,      i2007).     i 

In     ithis     icontext,     ireconfiguration     irefers     ito     ismall     ichanges     iwithin     iorganizations,     isuch     ias     ithe     

irevamping     iof     iroutines,     iwhile     itransformation     irefers     ito     iradical     ichanges     iin     istructures,     iprocesses,     

iassets,     ibusiness     imodels,     iand     idecision     irules,     isuch     ias     iadding,     ideleting,     ior     ichanging     

iorganizational     ilayers     i(Girod     i&     iWhittington,     i2017;     iTeece,     i2007).     iIn     iresponse     ito     ia     icrisis,     isome     

ibusinesses     imay     iadopt      icost-cutting     ireconfigurations,     isuch     ias     ilabor     ishedding.     iOthers     imay     

iimplement     iother     ifinancial     ireconfigurations     iby     ireducing     itangible     iand     iintangible     iinvestments.      

iOther     igroups     imay     iincrease     itheir     iR&D     ibudget     ito     ifuel     iproductivity     iand     igrowth     iand     itransform     

itheir     iprocesses     igradually     i(Szalavetz,     i2016).     iBusinesses     ithat     iadopt     ionly     icost     ileadership     

istrategies     imay     isurvive     ithe     icrisis;     ihowever,     ithey     icannot     ipromptly     irecover     iand     igrow     isince     

imarket     idemands     ichange     iduring     iand     iafter     ithe     icrisis.     iThus,     ibusinesses     ineed     ito     iadopt     iboth     

ireconfiguration     iand     itransformational     istrategies     ito     ibuild     iresilience     isuccessfully and continue 

offering quality service. 

2.2.3 Resilience Theory 

Prior     ischolarship     ihas     iconsidered     ithe     ihighly     inumerous     iconceptualisations     idrawn     ion     ito     idefine     

iresilience.     iIn     ipresenting     ias     imany     ias     i21     idefinitions     ideveloped     iin     iearlier     istudies,     iNorris     iet     ial.     

i(2008)     iexplain     ithat     icommon     ithemes     iarising     ifrom     ithese     iconceptualisations     iare     ithe     icapacity     ito     

iadapt     isuccessfully     iwhen     ifacing     iadversity,     istress     ior     idisturbance.     iNorris     iet     ial.     i(2008)     ipropose     

itheir     iown     idefinition     ireferring     ito     ia     itheory     iof     iresilience     iin     iterms     iof     i“a     iprocess     ilinking     ia     iset     iof     

iadaptive     icapacities     ito     ia     ipositive     itrajectory     iof     ifunctioning     iand     iadaptation     iafter     ia     idisturbance”     

i(p.     i130).     iFurthermore,     iresilience     iis     ia     idynamic     icondition     i(Brown     iet     ial.,     i2017),     iand     ican     iensue     

iwhen     iresources     iare     irapidly     iaccessible     ior     irobust,     iallowing     ifor     icounteracting     ithe     iimpacts     iof     ia     

istressor,     iand     ias     ia     iresult     ienabling     ia     ireturn     ito     ifunctioning     iadapted     ito     ithe     ichanged     ienvironment     

i(Norris     iet     ial.,     i2008).     iHowever,     iwhile     iresilience     iformalisation     irepresents     i“an     iindicator     iof     

ipreparedness     iand     icapability     ito     icope     iwith     ia     icrisis”     i(Herbane,     i2019,     ip.     i487),     iit     iis     inot     ia     

iguarantee     iof     isuccessful     irecovery.     iIndeed,     isome     iorganisations     imight     ibe     iable     ito     iovercome     ia     

icrisis     iwithout     ipreparedness     i(Herbane,     i2019).  

In the context of this study, resilience will be looked at from the dimension of strategies that 

hoteliers have put in place to enhance preparedness, mitigation, response, and recovery from 

the disruptions of COVID 19 pandemic. From      ia     istrategic     imanagement     ipoint     iof     iview,     iit     iis     

iimportant     ifor     ichange     imanagement     iprocess     icapabilities     iin     ienhancing     iresilience,     inotably,     iby     
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iimplementing     ilong     iterm     iplanning,     iembracing     ioperational     ielements     iof     ichange     imanagement,     

iand     iconsideration     iof     ipeople     iand     iorganisational     idimensions.     iCertainly,     iinnovative     iresponses     

ithrough     iimprovements     iand     icontinuous     ichanges     iare     icrucial. 

2.3 Resilience Building Strategies  

Fromhold-Eisebith (2015) identified     imajor     ireconfiguration     iand     itransformational     istrategies     

ithat     ican     ienhance     isectoral     iresilience     iduring     ia     icrisis:     ichanges     iin     imarket     iorientation,     isupply     

ichain     ioptimization,     istrategic     icorporate     ireorganization,     ifocus     ion     iinnovation     iand     iupgrading,     

iand     ichanges     iin     iproduction     i(relocation/transformation).     iIn Fromhold-Eisebith‟s study, a sector 

refers to all the firms that together contribute to the creation of      ia     ispecific     iend     iproduct;     ifor     

iexample,     iall     ithe     imanufacturers,     iintermediaries,     iand     ifinal     iproduct     iand     iservice     iproviders     iof     

iconsumer     ielectronics     iconstitute     ia     isector.     iSince     ia     isector     iis     ia     isystem     icomposed     iof     iindividual     

iactors     iand     ieach     iactor‟s      ibehavior     iaffects      ithe     iwhole     isystem,     iit     iis     icritical     ito     iknow     iabout     ieach     

iactor‟s     iresponse     ito     ia     icrisis.     iThus,     ithis     istudy     iresponds     ito     ithis     ineed     iby     iaddressing     ian     iindividual     

ifirm‟s     iresilience. The     ifollowing     isub-sections     idiscuss     ithese     istrategies. 

2.3.1 Market orientation 

Market     iorientation     iis     idefined     ias     i„the     iorganization-wide     igeneration     iof     imarket     iintelligence     

ipertaining     ito     icurrent     iand     ifuture     icustomer     ineeds,     idissemination     iof     ithe     iintelligence     iacross     

idepartments,     iand     iorganization-wide     iresponsiveness     ito     iit‟     i(Kohli     i&     iJaworski,     i1990,     ip.     i6).     iPer     

iits     idefinition,     ithe     ithree     imajor     istages     iof     imarket     iorientation     iare     imarket     iintelligence     icollection,     

imarket     iintelligence     idissemination,     iand     imarket     iresponsiveness.     iPrevious     iresearch     isupports     ithe     

ipositive     ieffect     iof     imarket      iorientation     icapability     ion     iservice     ifirms‟     iperformance     iduring     icrises.     

iLettice     iet     ial.     i(2014)     ishowed     ithat     ilaw     ifirms     iwith     ihigh     iscores     iof     imarket     iorientation     icapability     

ihad     ia     ibetter     isubjective     iperformance     iduring     ithe     i2008–2009     ieconomic     icrisis     ithan     ithe     ifirms     iwith      

ilow     imarket     iorientation     icapability.     i 

Market     iintelligence     icollection     iassisted     ithe     ifirms      iin     ideveloping     ian     iunderstanding     iof     iexisting     

imarkets‟     istatus,     icompetitors,     ithreats,     iopportunities,     iand     igrowth     ipotential     ifor     inew     imarkets     iand     

iservices.     iTo     iincrease     ithe     icapability     iof     imarket     iintelligence     icollection,     iservice     ifirms     ishould     

idevelop     ia     iformalized     iintelligence     icollection     iprocess     iin     iwhich     idata     ifrom     ivarious     isources     

iincluding     ithe     iInternet,     imedia,     ibusiness     inetworks,     iexternal     istakeholders,     igovernment,     iand     

ifinancial     itransactions     iare     iintegrated,     iand     idifferent     idata     ianalysis     itechniques     iand     itechnologies      

iare     iutilized     i(Ross     iet     ial.,     i2012). 



 

 

23 

 

2.3.2 Supply chain optimization 

Optimization     iof     isupply     ichains     ihelps     iservice     ifirms     idecrease     itheir     ivulnerability     ito     icrises     iand     

icope     iwith     iand     irecover     ifrom     icrises     isuccessfully     i(Jüttner     i&     iMaklan,     i2011).     iTo     ioptimize     isupply     

ichain     iperformance,     iservice     ifirms     ishould     iadopt     istrategies     ithat     ican     ienhance     itheir     isupply     ichain     

iagility     iand     iresilience     i(Altay     iet     ial.,     i2018).     iSupply     ichain     iagility     iis     idefined     ias     ithe     isupply     ichain‟s     

iquick     iand     icost-effective     iresponse     ito     ichanges,     iwhile     iresilience     iis     idefined     ias     ithe     isupply     ichain‟s     

icoping     iwith     iand     irecovery     ifrom     idisruptions     i(Altay     iet     ial.,     i2018).     i 

A     ikey     ifactor     ithat     ican     iincrease     iagility     iand     iresilience     iis     iflexibility     iin     itwo     iareas:      iprocurement     

iand     idistribution     i(Gligor     iet     ial.,     i2019).     iProcurement     iflexibility     irefers     ito     ithe     iavailability     iof     ia     

irange     iof     ioptions     ito     ipurchase     iand     ireceive     ihigh-quality     iproducts/services      iand     ithe     iability     ito     

ieffectively     itake     iadvantage     iof     ithese     ioptions     ito     imeet     ichanging     imarket     idemands     i(Swafford     iet     

ial.,     i2006).     iDistribution     iflexibility     irefers     ito     ithe     iavailability     iof     ia     irange     iof     ioptions     ifor     ithe     istorage     

iand     idelivery     iof     iproducts/services     ito     icustomers     iand     ithe     iability     ito     ieffectively     itake     iadvantage     iof     

ithese     ioptions     ito     irespond      ito     ichanging     imarketplace     iconditions     i(Swafford     iet     ial.,     i2006). 

2.3.3 Strategic corporate reorganization  

During     ia     icrisis,     ivulnerable     ifirms     isuch     ias     istart-ups     imay     idecide     ito     iseek     ipartnerships     ito     ireduce     

itheir     icosts     iand     istrengthen     itheir     imarket     iposition.     iBy     icontrast,     iwell-established     ifirms     iwith     

isubstantial     icapital     iresources     imay     ibe     iinterested     iin     iacquiring     iother     ibusinesses     ito     icreate     igrowth     

iopportunities     iand     iincrease     itheir     irevenues.     iThese     istrategies     ifall     iunder     ithe     icorporate     

ireorganization     icategory,     iwhich     iinvolves     idifferent     istrategies     iincluding     imergers     iand     

iacquisitions,     ijoint     iventures,     iand     istrategic     ialliances     i(Fromhold-Eisebith,     i2015;     iNafday,     i2011).     

iA     imerger     iis     ia     ideal     ithrough     iwhich     itwo     iexisting     ifirms     iunite     iand     idevelop     ia     inew     isingle     ifirm,     

iwhile     ian     iacquisition     ioccurs     iwhen     ione     ifirm     itakes     iover     ianother     iand     ibecomes     ithe     inew     iowner     

i(Hayes,     i2020).     iA     ijoint     iventure     iis     ia     inew     ithird     ifirm     icreated     ithrough     ithe     ilegal     ipartnership     iof     itwo     

ior     imore     ifirms     iand     ia     istrategic     ialliance     iis     ia     ilegal     ipartnership     iin     iwhich     itwo     ifirms     ishare     iresources     

isuch     ias     iintellectual     icapital,     itechnologies,     iand     itrademarks     i(Kenton,     i2019).     i 

Service     ifirms     ican     iadopt     iany     iof     ithese     istrategies     iconsidering     itheir     ineeds     iand     iresources;      

ihowever,     imergers     iand     iacquisitions     iare     imore     icommon     ithan     iother     istrategies.     iPrevious     istatistics     

idemonstrated     ithat     imergers     iand     iacquisitions     iremained     ia     imajor     itype     iof     ibusiness     ireorganization     

istrategy     iduring     ieconomic     irecessions;     ifor     iexample,     iduring     ithe     i2007–2010     ieconomic     irecession,     

i49%     iof     iglobal     icorporate     ireorganization     ideals     i(measured     iby     ithe     ivolume     iof     ideals)     iwere     

imergers     iand     iacquisitions     i(Allen     i&     iOvery,     i2011). 
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2.3.4 Innovation  

During     ia     icrisis,     imost     ifirms     iimmediately     ienter     ia     icrisis     imode     iand     istart     icutting     iexpenditures     ion     

ievery     iitem     ifrom     idaily     ioperation     ito     ilabor     ito     iR&D     i(Nafday,     i2011).     iAlthough     ithis     istrategy     ihelps     

isome     ifirms     ito     isurvive     ithe     icrisis,     ia     imere     ifocus     ion     icost-cutting     imay     iresult     iin     idifferent     

iproblems,     iincluding     ia     idecrease     iin     iproduct     iquality,      icustomer     idissatisfaction,     ilack     iof     ipost     icrisis     

igrowth,     iand     ifeelings     iof     ipessimism     iand     idisempowerment     iamong     iemployees.     iThus,     ia     ibalance     

ibetween     icross-cutting     iand     iinvestment     iis     inecessary     ito     ihelp     ifirms     isurvive     ithe     icrisis     iand     igrow     

iafter     ithe     icrisis     i(Gulati     iet     ial.,     i2010).     iAccording     ito     ithe     iSchumpeterian     imodel,     ieconomic     

idownturns     ieliminate     iless     iinnovative     ifirms     iwhile     iprovides     isurvival     iand     igrowth     iopportunities     

ifor     imore     iinnovative     iones     i(Jung     iet     ial.,     i2018).     iThis     inotion     iwas     isupported     iby     iother     istudies     ias     

iwell.     iFor     iexample,     iSoininen     iet     ial.     i(2012)     iconducted     ia     istudy     ion     i194     iFinish     iSMEs‟     

iperformance     iduring     ithe     i2007–2009     ieconomic     irecession.     iThey     ifound     ithat     ithe     ioperating     

irevenue     iand     itotal     iassets     iof     iinnovative     iand     iproactive     ifirms     iwere     iimpacted     iless     iby     ithe     

irecession.     iMadrid-Guijarro     iet     ial.     i(2013)     ialso     ishowed     ithe     ipositive     ieffect     iof     iinnovation     ion     

iSpanish     ifirms‟     isubjective     iperformance     iduring     ithe     iGreat     iRecession. 

If     iservice     ifirms     idecide     ito     ifocus     ion     iinnovation,     ithey     ican     iadopt     ione     ior     imore     iof     ithe     ifour     imajor     

iforms     iof     iproduct/service,     iprocess,     imarketing,     iand     iorganizational/management     iinnovation     

i(Landry,     i2020;     iOECD,     i2005,     i2010).     iProduct/service     iinnovation     irefers     ito     ithe     idesign     iof     ia     inew     

iproduct/service     ior     ia     imajor     iimprovement     iin     ithe     icomponents     ior     ispecifications     iof     ia     

iproduct/service     i(OECD,     i2010).     iThis     iform     iof     iinnovation     iis     inot     ivery     icommon     iduring     ian      

ieconomic     idownturn     idue     ito     ibusinesses‟     ifocus     ion     icost     ireduction     i(George,     i2020).     iHowever,     ian     

iexample     iin     ithe     iservice     iindustry     iduring     iCOVID-19     iis     ithe     ilaunch     iof     iAirbnb     iOnline     

iExperiences.     iThis     inew     iservice     iallows     icustomers     ito     iexperience     ivarious     ionline     itours     iand     ievents      

iwith     ilocal     ihosts     i(Board     iof     iInnovation,     i2020).     iOther     iiconic     iexamples     iof     iservice     iinnovation     iare     

iVenmo     iand     iDropbox,     iwhich     iwere     ilaunched     iduring     ithe     iGreat     iRecession     i(Dullea,     i2020). 

2.3.5 Business model transformation  

A     ibusiness     imodel     iis     idefined     ias     ihow     ia     ifirm     icreates     iand     icaptures     ivalue     ifor     iits     istakeholders     

iincluding     icustomers,     iemployees,     isuppliers,     ishareholders,     iand     isociety     i(Aspara     iet     ial.,     i2013;     

iKavadias     iet     ial.,     i2016;     iRitter     i&     iPedersen,     i2020).     iDuring     icrises,     isome     ibusiness     imodels     imay     

ifail,     iputting     ifirms     iat     irisk.     iFor     iexample,     iduring     ithe     i2007–2009     ieconomic     irecession,     ifinancial     

iinstitutions     ithat     iwere     igreater     iin     isize,     ihad     iless     icapital,     irelied     imainly     ion     ishort-term     imarket     

ifunding,     iand     idid     inot     ihave     idiversified     iincome     iresources     iwere     iat     igreater     irisk     iof     ifailure     ithan     

iother     iinstitutions     i(Altunbas     iet     ial.,     i2011).     iIn     ithe     iU.S.,     ifinancial     iinstitutions     isuch     ias     iAmeriquest      

iand     iCountrywide     iFinancial     ifailed     idue     ito     itheir     ireliance     ion     iselling     iloans     ias     ithe     ionly     iincome     
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isource     iand     inot     itaking     iany     ideposits     ifrom     iindividuals     iand     ibusinesses     i(Gilbert,     i2014).     iWhile,     

iWashington     iMutual     iand     iWachovia     ifailed     ibecause     iof     ithe     ilack     iof     ibalance     iin     itheir     idiversified     

iincome     isources     iand     itheir     iheavy     ireliance     ion     ione     isource     ialthough     ithey     itook     ideposits     ifrom     

imillions     iof     ipeople     iand     ibusinesses     i(Gilbert,     i2014).     iSuch     ifailures     iare     ialso     iseen     iduring     ithe     

iCOVID-19     ipandemic.     iRecently,     iSweet     iTomatoes     i(Souplantation),     ia     iCalifornia-based     ibuffet     

ichain,     ihad     ito     iclose     iits     irestaurants     ipermanently     iacross     ithe     iU.S.     iThis     ibuffet     ichain     iand     iother     

ibuffets     ithat     iare     icurrently     iat     ithe     irisk     iof     ifailure,     isuch     ias     iPonderosa     iand     iHometown     iBuffet,     

imajorly     irelied     ion     ia     iself-service     ibusiness     imodel     iand     ione     iincome     isource     iand     icould     inot     iapply     

iproper     ichanges     iin     itheir     ibusiness     imodel     i(e.g.     iswitching     ito     itakeout)     i(Kao,     i2020).     i 

On     ithe     icontrary,     isome     iservice     ifirms     ihave     iimplemented     iconfigurations     iin     itheir     ibusiness     

imodels     ito     isurvive     ithe     iCOVID-19     icrisis.     iSome     irestaurants     isuch     ias     iPanera     iBread     iand     

iCalifornia     iPizza     iKitchen     istarted     ito     isell     ifresh     igroceries     ialongside     itheir     iregular     ifood     iitems     

i(Morgan,     i2020).     iWith     ithe     icancelation     iof     i90%     iof     ipassenger     iflights     iin     ithe     iairline     iindustry,      

iAmerican     iAirlines,     iUnited     iAirlines,     iVirgin     iAtlantic,     iand     iLufthansa     ichanged     itheir     icommercial     

ipassenger     iflights     ito     icargo-only     iflights     iand     ibegan     itransporting     iessential     iitems     isuch     ias     

ihealthcare     iproducts     i(Morgan,     i2020).     iThese     ismall     ichanges     ihave     ihelped     ibusinesses     ito     ienter     

inew     imarkets     iand     icreate     inew     irevenue     istreams.     iHowever,     iin     iaddition     ito     iminor     ichanges,     iservice     

ifirms     imay     iconsider     imore     iradical     ichanges     iin     itheir     ibusiness     imodels     ito     isecure     itheir     igrowth     iafter     

ithe     icrisis. 

2.4 Building Strategies  that enhance Performance for COVID 19 impact in the 

Hospitality Industry 

The     iscarce     iempirical     iresearch     ipublished     iregarding     iCOVID-19     iimpacts     iuntil     inow     ireported     

isevere     ifalls     iin     irevenue     iper     iroom     iand     ihotel     ioccupancy     i(Nicola     iet     ial,     i2020).     iIn     ifact,     ithe     imost     

iworried     iissues     ifor     ithe     ihospitality     isector     iconcerning     iCOVID-19     iare     ifinancial     iissues     iand     

iuncertainty     irelated     ito     ipandemic     iduration     iand     ifear     iamong     itourists.     iTherefore,     iDuarte-Alonso     iet     

ial     i(2020)     irecommend     ichanges     iin     irevenue     igeneration,     iplan     ipost-lockdown     iand     ihealth     

iprotection     imeasures     iin     iorder     ito     igenerate     itrust     iamong     itourists.     iIn     ithis     isense,     iHu     iet     ial.     i(2020)     

iadvised     ithe     inecessity     iof     ireinforcing     ithe     ihealth     iand     isafety     iof     itheir     iemployees     ifor     inone     ito     ibe     

ipart     iof     ithe     iproblem     idue     ito     ia     inew     icoronavirus     ioutbreak     iuntil     ithere     iis     ia     ivacuum.     iSome     iof     ithese     

ifuture     istrategies     iare     ialso     iconsidered     iin     iChang     iet     ial.     i(2020). 

Predominantly,     iin     ithe     iface     iof     ia     imajor     icrisis     isuch     ias     ithe     iCOVID-19     iepidemic,     ihoteliers     ishould     

iestablish     ia     irisk     iwarning     imechanism.     iOperators     ishould     istrengthen     irisk     iand     icrisis     iawareness      

itraining     ito     ienable     ioperators     iand     iemployees     ito     iestablish     istrong     icrisis     iawareness     iand     ianti-risk     
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icapabilities;     iAt     ithe     isame     itime,     ia     icrisis     imanagement     iagency     imust     ibe     iestablished     ito     imonitor,     

iidentify,     idiagnose,     iand     irectify     ithe     istrategic     iand     iexecution     imanagement     iof     ithe     ienterprise,     

ithereby     istrengthening     ithe     icompany‟s     ioperating     ifitness     i(Aliperti     iet     ial.,     i2020;     iYue     iet     ial.,     i2020).     

iFurthermore,     iBig     idata     iand     ithe     idevelopment     iof     iartificial     iintelligence     i(AI)     ihas     iincreased,     iand     

imany     iservice     iproviders     ihave     ilaunched     ismart     iservices     ithat     iare     icommonplace     iwithin     ihospitality     

iand     itourism     iindustry     i(Kabadayi     iet     ial.,     i2019;     iWuenderlich     iet     ial.,     i2015).     iWith     isuch     ismart     

itechnology     iplatforms,     icompanies     ican     ieffectively     iincrease     ibusiness     irevenue,     imonitor     

icompetitors‟     iperformance,     iexpand     ithe     idistribution     ichannels,     iimprove     icorporate     iimage,     iand     

iformulate     ithe     ibest     imarketing     istrategy     i(Leung,     i2019;     iMohanty,     i2017) 

Moreover,     istrategic     ialliances     iare     itrading     ipartnerships     iand     inew     iforms     iof     ibusiness     ithat     ienable     

iparticipating     icompanies     ito     iachieve     istrategic     igoals     ithat     iexceed     itheir     iexisting     icapabilities     iby     

ifacilitating     imutual     iresource     iexchanges     i(technologies,     iskills,     ior     iproducts)     i(Yoshino     i&     iRangan,     

i1995).     iMariani     iet     ial.      i(2019)     ipointed     iout     ithat     iconjoint     iinvestment     iand     ipooling     iresources     ihave     

igenerated     ipositive     ieWOM     iat     ithe     iglobal     ilevel     iand     iby     itargeting     idomestic     iand     iinternational     

itravelers,     ithis     iwould     ibe     iessential     ifor     istrategic     ialliance     ipartnerships.     iIn     ithe     itourism     isupply     

ichain,     iairlines     inot     ionly     iprovide     ia     isingle     idelivery     iservice     ibut     ialso     icooperate     iwith     itourism-

related     iindustry     iplayers     ito     ilaunch     ivarious     itypes     iof     ipackage     itours     iand     ito     iprovide     ipassengers     

iwith     ia     ihigher     iquality     iof     itravel     iservices     ithrough     ithe     iairline‟s     iown     ibrand     ito     iavailable     iupmarket      

icustomers.     iTherefore,     iselection     ibehavior     iof     iairlines     ichoosing     ia     isuitable     ihotel     ifor     ithat     

ipartnership,     iin     iaddition     ito     iaffecting     ipassenger     isatisfaction,     iwill     ialso     iaffect     ithe     icooperative     

iperformance     iof     ieach     ibusiness     i(Fu     iet     ial.,     i2020). 

2.5 Empirical Studies and Knowledge gap 

In     ithis     isection,     ia     ireview     iof     irelevant     istudies     iis     idiscussed.     iYawei     iet     ial     i(2019)     istudied     ion     ithe     

iimportance     iof     iresilience     ifor     itourism     iorganizations     ifacing     icrises     iand     idisasters     isince     ilittle     iis     

iknown     iabout     ihow     ithese     iorganizations     ibecome     iresilient.     iIn     ithe     iresearchers     istudy,     idynamic     

icapabilities     iare     iproposed     ias     ia     imechanism     ithat     ienables     itourism     iorganizations     ito     irespond     ito     

idisruptive     ienvironmental     ichanges     ithrough     ia     iprocess     iof     iroutine     itransformation,     iresource     

iallocation,     iand     iutilization.     iThe     iresulting     itheoretical     iframework     itook     ia     iprocessual     iview     ito     

ishow     ihow     ian     iorganization's     iexisting     ioperational     iroutines     itransform     iinto     inew     iones     ithat     iare     

iresilient     ito     idisruptive     ievents,     ienabled     iby     idynamic     icapabilities     iand     islack     iresources.     iThe     ipaper     

ioutlines     isix      iresearch     ipropositions     iand     isuggests     imethods     ifor     ifuture     iempirical     iresearch. 

However, it did not explore resilient building from a strategy point of view, rather, focused on 

the theoretical processes hinged on dynamic capabilities view. 

https://www.tandfonline.com/doi/full/10.1080/23311886.2020.1829806
https://www.tandfonline.com/doi/full/10.1080/23311886.2020.1829806
https://www.tandfonline.com/doi/full/10.1080/23311886.2020.1829806
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     iAlvez     iet     ial     i(2020)     iconducted     ia     istudy     ion     icrisis     imanagement     iof     ismall     ibusinesses     iduring     ithe     

iCOVID-19     ipandemic;     iin     iparticular,     ithe     iresearchers     isought     ito     iestablish     isurvival,     iresilience     iand     

irenewal     istrategies     iof     ifirms     iin     iMacau,     iChina.     iData     iwas     icollected     ivia     iinterviews     ifrom     isix     ilocal     

ismall     ifirms.     iThe     iresearch     ifound     ithat     ithe     isudden     idecline     iin     idemand     ihad     ithe     istrongest     iimpact     

ion     ismall     ifirms.     iAs     icompared     iwith     ilarge     ifirms,     inew     istart-ups     iand     ismall     ifirms     ishow     ihigh     

iflexibility     iin     itheir     ireactions     ito     ithe     icrisis,     ipartly     idue     ito     ithe     ilow     ilevel     iof     ibureaucracy     iand     

ilimited     isocial     iresponsibility     icompliance.     iAmong     ithe     ivarious     itypes     iof     iresponse     istrategies,     iall     

iparticipant     ifirms     iadopted     iflexible     iHR     istrategies.     iOther     icommon     isurvival     istrategies     iinclude     ithe     

iincrease     iof     iproduct     idiversification,     iexploration     iof     inew     imarkets,     iand     iincrease     iof     ilearning.     iThe     

istudy     ialso     ifound     ithat     isome     ismall     ibusinesses     ihad     ia     iformal     icrisis     iplan     iand     istrategy     ibefore     ithe     

ioutbreak,     iand     ithese     ifirms     itend     ito     ihave     ilonger     ihistory,     iexperience     iin     idealing     iwith     icrisis,     iand     

ioperate     iin     imore     iregulated     isectors.     i The study was conducted in China and therefore could not 

be representative of firms in Kenya. Furthermore, it focused on small firms. 

Su     iet     ial     i(2021)     istudy     iestablishes     ihow     itourism     iand     ihospitality     ibusinesses     iin     iVietnam     

ideveloped     iorganizational     iresilience     ito     isurvive     ithe     ifirst     iwave     iof     ithe     iCovid-19     icrises.     iWith     

iemployees     iacknowledged     ias     ia     icritical     idimension     iin     itourism     iand     ihospitality     iservices,     ithe     istudy     

ifocused     ion     ihow     ihuman     iresources     i(HR)     ipractices     iwere     iadopted     ito     idevelop     iorganizational     

iresilience     iduring     ithe     icrisis.     iIn-depth     iinterviews     iwere     iconducted     iwith     i20     itourism     iand     

ihospitality     imanagers     iduring     iVietnam's     ilockdown.     iThe     ifindings     ireveal     ivaluable     iHR     iresilience-

building     ipractices     ithat     ithese     ibusinesses     iimplemented     ibefore,     iduring     iand     iafter     ithe     ilockdown.     

iThe     iresults     icontribute     ito     ithe     iunderstanding     iof     ihow     iHR     ipractices     ican     isustain     ithe     itourism      

iworkforce     iand     ienhance     iorganizational     iresilience     iin     ithe     iface     iof     ia     iglobal     ipandemic. The 

research concentrated on HR-resilience strategies as opposed to the overall strategies. The 

context was three cities in Vietnam and thus findings may not be applicable to Kenya 

Sobaih     iet     ial     i(2021)     iresearch     iis     ian     iearly     iattempt     ito     iexplore     ithe     idirect     iimpact     iof     ismall     

ihospitality     ienterprises‟     iresilience     ion     isustainable     itourism     idevelopment     ias     iwell     ias     iindirect     

iimpact     ithrough     iperformance.      iA     ipre-tested     iquestionnaire     isurvey     iwas     iself-administered     ito     

iowner-managers     iof     ismall     ihospitality     ienterprises      iin     iGreater     iCairo,     iEgypt.     iThe     iresults     iof     

istructural     iequation     imodeling     i(SEM)     iusing     iAMOS     ishowed     ia     ipositive,     idirect,     iand     isignificant     

iimpact     iof     iresilience     i(planned     iand     iadaptive)     ion     isustainable     itourism     idevelopment     iand     iindirect     

iinfluence     ithrough     iperformance.     iThe     iresults     iof     ithe     imulti-group     ianalysis     ishowed     ithat     ienterprise     

itype     ihas     ia     isignificant     ieffect     ion     ithe     iresults,     iwhere     irestaurant     iowner-managers     iexpressed     imore      

iresilience     ithan     itheir     ihotel     icounterparts.     i Though the study comprehensively examines both 

planned and adaptive resilience in the hospitality industry, it does so for small tourism 
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enterprises in Egypt. It further investigates the mediating role of performance on the effect of 

organization resilience on sustainable tourism development. 

Kamika     i(2015)     iinvestigated     ithe     istrategies     iadopted     iby     iSarova     iGroup     iof     iHotels     iin     iKenya     iin     

iresponse     ito     ichanges     iin     ithe     iexternal     ibusiness     ienvironment.     iThis     istudy     ihelped     ius     ito     iunderstand     

iwhat     istrategies     ithe     iSarova     iHotels     ihave     iput     iin     iplace     ior     imatched     ito     icounter     ithe     ivarious     ichanges      

iin     ithe     iexternal     ibusiness     ienvironment,     iand     ialso     iremain     irelevant     iand     imake     iprofits     iin     ithe     iHotel     

iindustry.     iThe     istudy     iviewed     iand     ianalyzed     ithese     itwo     istudy     iobjectives,     istrategies     iadopted     iby     

iSarova     iGroup     iof     iHotels     iin     iresponse     ito     ichanges      iin     ithe     iexternal     ibusiness     ienvironment     iand     ithe     

ienvironmental     ichanges     iin     ibusiness     ifaced     iby     iSarova     iGroup     iof     iHotels.      iThe     iresearch     idesign     

iused     iwas     ia     icase     istudy     ias     iit     iwas     iideal     ifor     ithe     iresearch     ibecause     iit     iallowed     iin-depth     iresearch     iof     

ithe     idata     icollected.     iThe     iresearcher     iused     iboth     iprimary     iand     isecondary     idata.     iPrimary     idata     iwas     

icollected     iusing     ian     iinterview     iguide     iwith     iprospective     irespondents     iat     ithe     itop-level     imanagement.     

iContent     ianalysis     iwas     iused     ito     ianalyze     ithe     idata     isince     ithe     inature     iof     ithe     idata     iwas     iqualitative.     

iThis     istudy     ifound     iout     ithat     ithe     ihotels     iadopted     ithe     ifollowing     istrategies     iin     iorder     ito     irespond     ito     ithe     

ichanges     iin     ithe     iexternal     ibusiness     ienvironment,     iTechnology,     iDiversification,     iStrategic     

iAlliance,     iand     iMarket     iPositioning. The study‟s emphasis was on response strategy as opposed 

to resilience building strategies. The environment was not examined from a global crisis 

perspective. 

Chelimo (2018) research    isought    ito    iaddresses    ithe    istrategic    iresponses    iby    ifive    istar    ihotels    iin    

ihospitality    iindustry    ito    ienvironmental    iturbulence    iin    iKenya.    iThe    istudy    iwas    iguided    iby    

ienvironmental    idependency    iand    iresource    ibased    iview    itheories.    iThe    iresearch    imethodology    iused    

idescriptive    isurvey    iresearch    idesign    iand    itargeted    i168    irespondents    iwho    iconsisted    iof    iupper    iand    

imiddle    imanagers    iin    i8    iof    ithe    ifive    istar    ihotels. The     ifindings     ishowed     ithat     iindicated     ithat     imajority     

iof     ithe     irespondents     iwere     iof     ithe     iopinion     ithat     ithe     ihotels     iare     iexperiencing     iturbulence     i(48%)     

iwhile     i24%     istated     ithat     iit     iis     iirregular.     iFurther,     ithe     istrategic     iresponse     ifor     ihotels     iis     iproduct     

idevelopment     iand     imodification     i(46%)     iand     iaggressive     imarket     icampaigns     i(36%).     iSome     

irespondents     ibelieved     ithat     imarket     idevelopment     i(15%)     iand     icorporate     isocial     iresponsibility     

i(03%)     iwere     ithe     imost     icommon     iand     ibest     iresponse     ito     ienvironmental     iturbulence.     iThe     istudy     

irecommended     ithat     i     ithe     iowners     iof     ithe     ihotels     ineed     ito     iprovide     ia     ifavourable     ienvironment     iand     

isupport     ithat     iwill     iencourage     icreativity     iand     iinnovation     iamong     iemployees     iwhile     iemployees     iin     

ilower     icadres     ishould     iembed     istrategic     ithinking     ipractices,     itechniques     iand     imethods     iin     itheir     

irespective     iworking     iprocedures     iand     iactivities. The study operationalized environmental 

turbulence from the competition and customers changing need and not form disruptions 
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caused by COVID 19 pandemic. Besides, it investigates response strategies – a component of 

resilience strategies 

Crick et al. (2018) investigated      ito     iwhat     iextent     iand     ihow     imicro,     ismall     iand     imedium-sized     

ienterprises     i(SMEs)     iin     ideveloping     icountries     iare     iadapting     ito     iclimate     irisks.     iThe     iresearchers     iused     

ia     iquestionnaire     isurvey     ito     icollect     idata     ifrom     i325     iSMEs     iin     ithe     isemi-arid     iregions     iof     iKenya     iand     

iSenegal     iand     ianalyzed      ithe     iinformation     ito     iestimate     ithe     iquality     iof     icurrent     iadaptation     imeasures,      

idistinguishing     ibetween     isustainable     iand     iunsustainable     iadaptation.     iThe     istudy     ifurther     iexplored     

ithe     ilink     ibetween     ithese     icurrent     iadaptation     ipractices     iand     iadaptation     iplanning     ifor     ifuture     iclimate     

ichange.     iFindings     iindicate     ithat     ifinancial     ibarriers     iare     ia     ikey     ireason     iwhy     ifirms     iresort     ito     

iunsustainable     iadaptation,     iwhile     igeneral     ibusiness     isupport,     iaccess     ito     iinformation     itechnology     

iand     iadaptation     iassistance     iencourages     isustainable     iadaptation     iresponses.     iThe     ifinding     ilends     

isupport     ito     ithe     istrategy     iof     imany     idevelopment     iagencies     iwho     iuse     iadaptation     ito     icurrent     iclimate     

ivariability     ias     ia     iway     iof     ibuilding     iresilience     ito     ifuture     iclimate     ichange. Though the study focuses 

on organizational resilience and adaptability, it gives strategies adopted by SMEs in semi-arid 

areas of Kenya and not hotels in Nairobi Kenya. Moreover, it addresses responses to climatic 

risks and not health crises such as the COVID 19 pandemic 
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CHAPTER THREE: RESEARCH METHODOLOGY 

3.1 Introduction  

This     ichapter     ipresents     ithe     iresearch     iapproach     iadopted     iin     ithe     iinvestigation.     iThe     isection     ilooks     

iinto     ithe     iresearch     idesign,     itarget     ipopulation,     ithe     iresearch     iinstrument,     idata     icollection     imethods     

iand     idata     ianalysis     iprocedures. 

3.2 Research Design  

This     istudy     iwill     iadopt     ia     icross-sectional     iresearch     idesign.     iA     icross-sectional     isurvey     ienables     

iresearchers     ito     iobserve     iand     idescribe     ivariables     iof     iinterests     iof     ia     iresearch     iat     ia     ispecific     ipoint     iin     

itime     iwithout     iany     iform     iof     imanipulation     i(Kothari,     i2004).     iThe     idesign     iis     isuitable     ifor     ithis     

iresearch,   ias     iit     iaids     ithe     igathering     iof     isignificant     iinformation     ion     iorganizational     iresilience     iof     

ifive-star     ihotels     iin     iNairobi,     iKenya. 

3.3 Population of the Study  

The     itarget     ipopulation     iof     ithis     istudy     iwill     ibe     iall     ithe     ifive-star     ihotels     iin     iNairobi,     iKenya.     

iAccording     ito     iTourism     iRegulatory     iAuthority     i(2021)     i-     icorporate     ibody     iestablished     iunder     

isection     i4     iof     ithe     iTourism     iAct     iNo.28     iof     i2011,     ithere     iare     ia     itotal     iof     i11     ifive-star     irated     ihotels     iin     

iNairobi,     iKenya     i(appendix      iII).     iThe     istudy     iwill     icarry     iout     ia     icensus     idue     ito     ithe     irelatively     ilow     

inumber     iof     ithe     itarget     ipopulation.  

3.4 Data Collection   

The     istudy     iwill     iuse     iprimary     idata     iwhich     iwill     ibe     icollected     ivia     isemi-structured     iquestionnaires.      

iQuestionnaire     iis     ithe     imost     ipreferred     itechnique     ifor     icollecting     idata     ias     iit     iallows     iinvestigators     ito     

ireach     ia     ilarge     igroup     iof     ipopulation     iand     iit     iis     ialso      ieconomical.     iAdditionally,     iprovided     ithat     ia     

iquestionnaire     ihas     ihigh     ilevel     iof     ireliability,     irespondents     iwould     igive     iclosely     icomparable     

iresponses     iover     iand     iover     iagain     iif     ia     iresearch     iwas     ito     ibe     irepeated     iseverally. (Bryman & Bell, 

2018; Saunders & Buckingham, 2017)  

The     iquestionnaires     iwill     ihave     itwo     iparts     iI,     iand     iII     iwhere     ieach     isection     iwill     ibe     ialigned     ito     

irespective     istudy     iobjectives.     iPart     iI;     iwill     ifocus     ion     icollecting     igeneral     iinformation     iof     ithe     

iparticipant     iand     ithe     iorganization.     iPart     iII;     iwill     iseek     iinformation     ion     isome     iof     ithe     iresilience     

ibuilding     istrategies     iadopted     iby     ifive     istar     ihotels     ito     icombat     ithe     ieffects     iCOVID     i19     ipandemic 

while Part III will focus on quality of service delivery. Data will be collected     iby    iquestions    

iframed    iusing    ithe    i5    ipoint    iLikert    iscale    iformat    ito    iobtain    iparticipant‟s    ipreferences    ior    idegree    iof    

iagreement    iwith    ia    istatement    ior    iset    iof    istatements.    iThe    irespondents    iwill    ibe    ihead    ior    iassistant     
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iheads    iof    ithe    ifollowing    idepartments: Marketing, Operations, and Finance departments because 

the predetermined resilience building strategies in this study are likely to be understood better 

by the specialist managers mentioned.  

Data will be collected from at least one respondent from each of the 3 previously mentioned 

departments in each of the 11 five star hotels thus bringing the total to 33 respondents. Web-

based questionnaires will be sent to the various      imanagers     iand     itheir     iassistants.     iThis     iapproach     

iis     ipreferred     iin     ilight     iof     ithe     iprevailing     iCOVID-19     ipandemic     iagainst     iwhich     ivirtual     iinteraction     

iand     isocial     idistancing     iis     iencouraged.     iThe     iresearcher     iwill make phone calls and email 

reminders to follow up respondents. 

3.5 Data Analysis  

Background information, objective one; resilience building strategies adopted by five star 

hotels in Nairobi, Kenya in combating COVID 19 pandemics will be analyzed using 

descriptive statistics. To establish the relationship between resilience building strategies and 

service delivery of five star hotels, a regression analysis will be used. The regression model is 

as follows: - 

YA=α + β1X1 + β2X2 + β3X3 + β4X4 + β5X5+ ε 

Where:  

YA = Represents the composite measure of dependent variable, the effect of resilience 

building strategies on service delivery of five star hotels  

α = the Y intercept when x is zero or the constant 

βij = Regression Coefficients 

X1 = Market Orientation 

X2 = Supply Chain Optimization  

X3= Strategic Corporate Re-organization 

X4= Innovation 

X5= Business Model Transformation 

ε = the error term 
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Table     i3.1     igives     ia     isummary     iof     idata     icollection     iand     ithe     ianalysis     imethod 

Table 3.1: Summary of Data Collection and Analysis Method 

Objective Questions Data Analysis Method 

Background Information Part I Descriptive Statistics  – 

Means, frequencies, & 

percentages 

Identify some of resilience building strategies 

adopted by five star hotels in Nairobi, Kenya in 

combating COVID 19 pandemics 

Part II Descriptive Statistics – 

Means & standard 

deviation 

The relationship between adoption of resilience 

building strategies and service delivery of five star 

hotels in Nairobi city county  

Part III Inferential Statistics – 

Regression Analysis 

Source: Researcher (2021) 
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CHAPTER FOUR: DATA ANALYSIS, FINDINGS AND INTERPRETATION 

4.1 Introduction 

This    ichapter    istarts    iwith    idata    ianalysis,    ifindings    ithen    ifinally    iinterpretation.    iThis    isection    

irepresents    iresults    ion    ithe    idata    isought    ion    iresilience    ibuilding    istrategies    iand    iservice    idelivery    iof    

ifive    istar    ihotels    iin    iNairobi, Kenya. The research had two objective: to ascertain the level to 

which resilience building strategies have been employed by five star hotels in Nairobi, Kenya, 

and to determine the effect of resilience building strategies on service delivery of five star 

hotels in Nairobi, Kenya. The target study population for the study was operations, marketing 

and finance managers or their equivalent. 

4.1.1. Response Rate  

In this    istudy,    i33    iquestionnaires    iwere    idistributed    iout    iof    iwhich    i28    iwere    ifully    ifilled    iand    ihence    

iusable    ifor    ithe    istudy.    iThis    itranslates    ito    i858%    iresponse    irate.    iMugenda    iand    iMugenda    i(2003)    

iargues    ithat    ia    iresponse    iof    i>60%    iis    isufficient    ifor    icomprehensive    idata    ianalysis.  

4.2 Demographic Information 

The study    isought    ito    iexamine    ibackground    iinformation    iof    ithe    irespondents    iin    iterms    iof    ijob    ititle,     

igender,    iworking    iexperience,    ilevel    iof    ieducation    iand    iage    iof    ithe    icompany    iin    iKenya.    iThe    iintended    

ipurpose    ifor    ithis    iinformation    iwas    ito    ifind    iout    ithe    irelationship    ibetween    iinformation    igiven    iand    ithe    

igeneral    iprofile    iof    ithe    irespondents.  

4.2.1 Gender 

The researcher    isought    ito    iestablish    ithe    icomposition    iof    irespondents‟    igender    ias    irepresented    iin    ithe    

icompanies.    iTable    i4.2.1    ibelow    isummarizes    ithe    iresults.  

 

Table 4.2.1 Gender 

Gender Frequency Percent 

Male 20 71 

Female 8 29 

Total 28 100.0 

Source: Research Data (2021) 
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The findings    ifrom    itable    i4.2.1    iabove    ishow    ithat    ithere    iwas    ia    igender    idiscrepancy    ibetween    imale    

iand    ifemale    iemployees    isince    imale    irespondents    iwere    i71%    iand    ifemale    irespondents    iwere    i29%.    

iThis    iindicates    ithat    imore    imale    iemployees    ioccupy    ioperations,    ifinance    iand    imarketing    i    ipositions    

iin    ifive    istar    ihotels    imore    ithan    ifemale    iemployees. 

4.2.2 Education  

The research    irequired    irespondents    ito    iindicate    iwhat    itheir    ihighest    ilevel    iof    ieducation    iwas.    iThe    

iresults    iare    isummarized    iin    itable    i4.2.2    ias    ifollows.  

Table 4.2.2 Education 

Source: Research Data (2021) 

From the table    i4.2.2    iit    ican    ibe    iseen    ithat    i14    i%    iof    ithe    iresearch    iparticipants    ihad    icertificate    iand    

idiploma    iqualifications,    i64%    iof    ithe    irespondents    ihad    iundergraduate    iqualifications    iwhile    i21%    iof    

ithe    irespondents    ihad    imaster‟s    idegree    iqualification.    iHence,    ithe    irespondents    ihad    iadequate    

irelevant    ieducation    ibackground    iand    iconsidered    ito    ibe    iwell    iplaced    ito    ipresent    ireliable    iinformation    

ias    isought    iby    ithe    iresearcher.  

4.2.3 Experience 

The researcher    iwanted    ito    iestablish    ithe    irespondents‟    iwork    iexperience    iin    itheir    irespective    

icompanies;    itable    i4.2.3    isummarizes    ithe    iresponses    ithat    iwere    iprovided.  

 

Table 4.2.3 Work Experience  

Experience Frequency Percent 

1 to 5 years 22 79 

6 to 10 years 4 14 

over 10 years 2 7 

Education Frequency Percent 

College Level 4 14 

Undergraduate 18 64 

Masters 6  21 

Total  28 100.0 
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Total 28 100.0 

Source: Research Data (2021) 

 

The results revealed    ithat    i79%    iof    ithe    iresearch    iparticipants    ihad    iworked    iin    itheir    irespective    

icompanies    ifor    i<    i5    iyears,    i14%    ihad    iexperience    ispanning    i6-10    iyears    iand    i7%    ihad    iover    i10    iyears‟    

iexperience.    iThis    iis    ievidence    ithat    ithe    ibulk    iof    irespondents    ihad    isufficient    iexperience    iand    ithus     

iconsidered    ito    ihave    iadequate    iknowledge    iand    iunderstanding    iof    itheir    irespective    icompanies‟    iwith    

iregard    ito    iwhat    ithe    iresearcher    isought.  

4.3 Adoption of resilience building strategies 

Objective one of the study was to establish the degree of implementation of resilience 

building    istrategies    iby five star hotels. Descriptive statistics was carried out on all the 

resilience building strategies    iinvestigated    iby    ithe    istudy    ion    ia    iscale    iof    i1-5    iwhere    i1-no    iextent    iat    iall    

iand    i5-very    igreat    iextent.    iTable    i4.3    ibelow    irepresent    ithe    iresults. 

Table 4.3 Extent to which resilience building strategies have been implemented by five 

star hotels 

 

Descriptive Statistics 

Resilience Building Strategies Mean Std. Deviation 

Supply Chain Optimization 4.07 0.78 

Market Orientation 4.02 0.84 

Innovation 3.91 0.89 

Business Model Tranformation 3.87 1.02 

Strategic Corporate Reorganization 3.82 0.83 

Source: Research Data (2021) 

 

From    ithe    iresults    iof    idescriptive    istatistics    ion    ithe    iextent    iof    iadoption    iof    iresilience    ibuilding    

istrategies,    ithe    iresults    iindicate    ithat    iall    ithe    istrategies    investigated have been implemented by five 

star hotels in Nairobi Kenya as indicated above. Supply chain optimization indicated a mean 

of 4.07, market orientation indicated a mean value of 4.02, innovation indicated a mean value 

of 3.91, business model tranformation indicated a mean value of 3.87, while strategic 

corporate reorganization indicated a mean value of 3.82. Hence, resilience building strategies 

have been implemented to a moderate extent in five star hotels in Nairobi, Kenya. The results 
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above, therefore, helps this study to resolve and agree that five star hotels in Nairobi, Kenya 

have adopted resilience building strategies in service delivery to a moderate extent. 

4.3.1 Discussion 

The findings of the study show that to a moderate degree five star hotels in Nairobi, Kenya 

have resilience buiding strategies in service delivery. This was indicated by the results 

whereby descriptive analysis carried out on each and every variable, indicated that all the five 

pre-determined resilience strategies had mean values greater than 3 on a scale of 1-5 where 0 

indicates not implemented, while 5 indicates fully implemented. This     iis    iconsistent    iwith    ia    istudy    

iby    iHuang    iand    iJahromi    i(2020)    iwho    ifound    iout    ithat    iin    ia    iharsh    ienvironment,    iwhich    iwould    

iprobably    ibe    ithe    icase    ifor    iall    iCOVID-19    ipandemic    iscenarios,    iservice    ifirms    ishould    iinitially    iadopt     

istrategies    ithat    ihelp    ithem    ito    isurvive    iand    ifree    iup    iresources    i(e.g.    icost-cutting),    iand,    ithen,    

icomplement    iit    iwith    ione    ior    imore    iof    ithe    ifive    iresilience-building    istrategies    ibased    ion    ithe    idegree    iof    

ivolatility    iand    imalleability    iof    ithe    ienvironment.    iIn a highly volatile and nonmalleable scenario,     

iservice    ifirms    ishould    ifocus    ion    istrategies    ithat    ihelp    ithem    ito    iadapt    ito    ithe    ienvironment,    isuch    ias    

imarket    iorientation    iand supply chain optimization (i.e. reconfigura- tion strategies). However,    

iin    ia    ihighly    ivolatile    ibut    imalleable    iscenario,    ithe    ifirms    ishould    iadopt    istrategies    ithat    ican    ichange    ithe    

ibusiness    ienvironment,     isuch    ias    iinnovation    iand    ibusiness    imodel    itransformation    i(i.e.    

itransformation    istrategies) (Reeves, 2017).  

4.4 Relationship between Resilience building strategies and service delivery  

The study‟s second objective was to uncover the outcome of implementation of practical 

resilience building strategies on service delivery of five star hotels in Nairobi, Kenya. The 

study used    imultiple    iregression    ion    iall    ithe    iproposed    iresilience    ibuilding    istrategies.    iTable    i4.4.1    

isummarizes    ithe    iregression    ianalysis    imodel    isummary: 

4.4.1 Model Summary on Service Delivery 

 

 

 

 

Regression Statistics 

Multiple R 0.678 

R Square 0.460 

Adjusted R Square 0.337 

Standard Error 4.793 

Observations 28 
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The research findings show in table 4.4.1 that R squared is 0.460 implying that 46.0% 

variation in service    idelivery    iin    ifive    istar    ihotels    ican    ibe    iexplained    iby    ivariations    iin    ithe    ipredictor    

ivariables.    iThere    icould    ibe    iother    ivariables    ithat    imay    ialso    iexplain    ivariations    iin    iservice    idelivery,    

ithese    ivariable(s)    icomprise    ithe    iremaining    i54%    iof    ithe    iunexplained    ivariation    iin    ithe    imodel.  

 

Table 4.4.2 ANOVA Table on Service Delivery 

  df SS MS F 

Significance 

F 

Regression 5 431.110 86.222 3.753 0.013 

Residual 22 505.466 22.975   

Total 27 936.577       

 

Table 4.4.2 gives    iresults    iof    iwhether    ithe    imodel    iwas    ia    igood    ifit.    iAs    iindicated    iin    ithe    itable,    ithe    

iindependent    ivariables    iare    igood    ipredictors    iof    iservice    idelivery.    iThis    iis    ievidenced    iby    ip-value    

i0.013<0.05    ithus    ithe    ioverall    imodel    iis    istatistically    isignificant    iat    i95%    iconfidence    ilevel.  

 

Table 4.4.3 Regression Coefficients on Service Delivery 

  Coefficients 

Standard 

Error t Stat P-value 

Intercept -9.313 5.895 -1.979 0.028 

MO 2.168 2.021 1.072 0.095 

SCO 1.901 2.591 1.973 0.040 

SCR 3.841 3.015 2.273 0.016 

Inn -5.472 3.864 -1.416 0.070 

BMT 5.601 3.339 2.677 0.007 

 

 

a. Dependent Variable: Service Delivery 

b. Predictors: Market Orientation (MO), Supply Chain Optimization (SCO), Strategic 

Corporate Re-organization(SCR), Innovation (Inn), Business Model Transformation 

(BMT)  

 

Y=-9.313+2.168X1+1.901X2+3.841X3-5.472X4+5.601X5 

 

From    ithe    itable    iabove    iit    ican    ibe    iseen    ithat,    imarket    iorientation    i(t=1.072,    ip=0.095)    iis    ipositively    

irelated    ito    iservice    idelivery    ibut    istatistically    iinsignificant at 95% confidence level as 

(t=1.072<1.96; p=0.095>0.05). Innovation is negatively related to service delivery and 

statistically insignificant as well. All other resilience building strategies, namely supply chain 
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optimization (1.973;0.040), strategic corporate re-organization (2.273;0.016) and business 

model transformation (2.677;0.007) were found to be positively related to service delivery and 

are statistically significant at 95% confidence level as (t=1.973<1.96; p=0.040>0.05), 

(t=2.273<1.96; p=0.016>0.05) and (t=2.677<1.96; p=0.007>0.05) respectively. The constant -

9.313 indicates that holding all the independent variables at 0, service delivery in five star 

hotels were performing at negative. The beta value β1 = 2.168 indicates that a unit increase in 

market orientation strategy will result in 2.168 unit increase in service delivery while β2= 

1.901 implies that an increase in supply chain optimization strategy by one unit will cause an 

increase in service delivery by 1.901 units. On the other hand, β3= 3.841 means that an 

increase in strategic corporate re-organization by one unit will cause a change     iin    ithe    iservice    

idelivery    iby    i3.841    iunits    iand    iβ5=    i5.601    iimplies    ithat    iany    iunit    iincrease    iin    ibusiness    itransformation    

imodelling    iwill    ibring    iabout    ia    irelate    iincrease    i05.601    iunit    iin    iservice    idelivery. Lastly, β4= -5.472 

implies that a unit increase in innovation will result in reduction in service delivery by 5.472 

units. 

4.4.1 Discussion 

The second objective    iof    ithe    istudy    iwas    ito    iestablish    ithe    ieffect    iof    iresilience    ibuilding    istrategies    ion    

iservice    idelivery    ifive    istar    ihotels    iin    iNairobi    iKenya.    iThe    istudy    iused    imultiple    iregression    ianalysis    

ito    ianalyze    ithe    ieffects    iof    ithe    ivarious    ipredetermined resilience buiding strategies on service 

delivery. The multiple regression analysis established that 46% of service delivery was 

affected by resilience building strategies. This is an indication that, though the five star hotels 

have adopted resilience building strategies moderate to great extent, the strategies are yet to 

significantly impact on service delivery. The models used was statistically significant at 95% 

confidence level. 

The negative constant in the regression model implied that, without having embraced 

resilience building strategies during COVID 19, five star hotels‟ service delivery had already 

taken a dip and were operating in the negative. This can be supported by the fact that the 

pandemic hit the insustry so had that most of the hotels had to shut down operations and 

customer were also hesitant to visit those that were in operation given the governments 

restriction protocols.  

Innovation was found to be negatively related to service delivery in the five star hotels during 

the pandemic as is exhibited by a beta coefficient value of -5.472. This could imply that 

innovations utilized by the hotels were not appreciated by patron and chances are that it did 

not offer satisfaction to customers, matter empathy, responsiveness, tangibility among others, 
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attributes that determine quality service delivery. This finding is consistent with Kyei and 

Bayoh (2017) research who found out that product innovation and administrative innovation 

showed a rather negative relationship with customer retention as a result of dissatisfaction in 

service delivery. 
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CHAPTER FIVE: SUMMARY, CONCLUSION AND RECOMMENDATIONS 

5.1 Introduction 

The    isection    istarts    iwith    ithe    isummary    iof    ithe    istudy,    iproceeds    ito    iconclusions,    irecommendations    

iand    iends    iwith    ilimitations    iof    ithe    istudy.    iOne    iof    ithe    iobjective    iof    ithe    istudy    iwas    ito    iestablish    ithe    ithe 

extent to which five star hotels have adopted resilience building strategy for service delivery 

during COVID 19 pandemic. The other objectives to investigate the relationship between 

adoption of resilience building strategies for service delivery by five stay hotels in Nairobi, 

Kenya. 

5.2 Summary 

This study focused on resilience building strategies and service delivery of five star hotels in 

Nairobi City County during COVID 19 pandemic. The objectives of the study were: to 

establish the degree to which five star hotels in Nairobi City County have adopted resilience 

building strategies in service delivery; and to find out the relationship between resilience 

buiding strategies and service delivery of five star hotels in Nairobi City Count during 

COVID 19 pandemic.  

The study carried out a survey and used a descriptive cross-sectional research design. Data 

was collected using web-based google form questionnaires from operations managers, 

marketing managers and finance managers or their equivalents in five star hotels in Nairobi 

City County. All    ithe    iquestionnaires    iwere    isent    ithrough    iemail    iand    iWhatsApp    ito    ispecific    

imanagers.    iA    itotal    iof    i28    iresponses    iwere    ireceived    iand    iwere    ideemed    ifit    ifor    ianalysis.    iThe    

irespondent    ibackground    iinformation    ishowed    ithat    iwe    ihad    imore    imales    ithat    ifemales    ioccupying    

ithe    itargeted    idepartments.     iThe    irespondents    ihad    isufficient    ilevel    iof    ieducation    iand    ihad    iserved    iin    

ithe    irespective    icompanies    ifor    isubstantial    iamount    iof    itime    ithus    iwere    iin    ia    igood    iposition    ito    iprovide    

ithe    idata    isought    iby    ithe    iresearcher.  

 

As relates to the extent to which five star hotels in Nairobi City County have adopted 

resilience building strategies, findings reveal it is to a moderate to large extent as indicated by 

means of three and above. This is a pointer to the fact that five star hotels have implemented 

resilience building strategies and are leveraging the benefits of such in ensuring quality 

service delivery to their customers. The second objective sought to examine the relationship 

that exists between resilience building    istrategies    iand    iservice    idelivery    iof    ifive    istar    ihotels.    

iResults    ireveal    ithat    imarket    iorientation,    isupply    ichain    ioptimization,    istrategic    icorporate    

ireorganization    iand    ibusiness    imodel    itransformation    istrategies    iand    iservice    idelivery    iare    ipositively    

irelated    ias    iindicated    iby    ipositive    icoefficients    iproduced    iby    ithe    istudy‟s    imultiple    iregression model. 
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However, innovation strategies in the hotels were found to have a negative relationship with 

service delivery. Though they have adopted the strategies to a moderate to large extent, 

resilience building strategies had a 46% composite impact on service delivery.  

5.3 Conclusion 

Resilience building strategies have been implemented moderate to a large extent by five star 

hotels in Nairobi City County during COVID 19 pandemic. Of the predetermine reseileince 

building strategies, all were found to have a positive relationship with service delivery except 

for innovation strategies. The study further found out that resilience building strategies had 

little to moderate effect on service delivery. Supply chain optimization strategy was the most 

implemented while strategic corporate re-organization strategies were the least implemented. 

Moreover, the regression model showed that five star hotels had a negative service delivery 

performance having not taken the resilience building strategies into account. Finally, market 

orientation strategies were found to be statistically insignificant.  

5.4 Recommendations for Policy and Practice 

Given that results show a negative effect on service delivery during COVID 19 pandemic 

situation, five star hotels should invest more in resileinece building strategies for a sustained 

period of time if they are to realise positive net effects of the strategies. It will require 

concerted and consistent efforts to restore the sector on to a positive trajectory of service 

delivery. 

Since innovation has been found to have a negative relationship on service delivery during 

COVID 19 pandemic, managers should interrogate the kind of innovations being 

implemetened as they could most likely be embracing technologies and innovations that do 

not resonate well with both the workers and customer to such an extent that service delivery is 

affected. There is a chance that the innovations adopted do not satisfactorily meet the 

requirements and measures of quality service delivery as guided by SERVQUAL scale that 

fronts five dimensions: tangibles, reliability, responsiveness, assurance and empathy. 

5.5 Limitations of the Study 

Despite the insights    irevealed    iby    ithis    istudy,    isome    ilimitations    iexist:    isimplistic    imultiple    

iregression    imodel    iwas     iadopted    ito    iestablish    ithe    irelationship    ibetween    iresilience    ibuilding    

istrategies    iand    iservice    idelivery    iyet    ithere    iare    iother    ivariables    ithat    iexist    iwhich    iaffect    ithis    

irelationship    iand    iought    ito    ibe    iincluded    iin    ithe    ianalysis.    iLikewise,    ithe    imodel    iassumed    ithat    ithe    

irelationship    ibetween    iresilience    ibuilding    istrategies    iand    iservice    idelivery    iin    ilinear,    iwhich    imay    
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inot    ibe    ithe    icase.    iThe    imodel    icannot    ireveal    icausation    iof    ithe    ieffects    iof    iresilience    ibuilding    

istrategies.    iAdditionally,     ithis    istudy    iused    ia    isurvey    iapproach.    iThough    iit    iis    ia    isound    

imethodological    iapproach,    iit    imay    ilimit    ithe    iextent    iof    iinsights    iunveiled.  

5.6 Suggestions for Further Research 

Future    iresearch    ishould    ibe    iconsidered    iin    iresilience    ibuilding    istrategies    iwith    iadditional    ivariable    

isuch    ias    ienvironment    idynamism    ias    imediating,    imediated    ior    iintervening    ivariables    ias    ipart    iof    ithe    

ianalysis    imodel.    iThis    iwould    ibe    ian    iimprovement    iof    ithis    imodel    iand    iwould    ihave    ia    istronger    

iexplanatory    ipower.  The environment dynamism as a result of the COVID 19 pandemic 

effects plays a big role in how resilience building strategies are implemented to counter the 

impacts of the disaster. To    iestablish    ideeper    iinsights    ion    ithe    irelationship    ibetween    iresilience    

ibuilding    istrategies    iand    iservice    idelivery,    ifuture    iresearch    imay    ibe    idone    iusing    ia    imixed    imethod    

iapproach,    ifor    iexample,    iusing    iboth    ia    isurvey    iand    isemi-structure    iquestionnaire. Researchers 

could also do explore why innovation had a negative relationship with service delivery yet in 

most cases, it would be expected to improve it. 

 

  



 

 

43 

 

REFERENCES  

Altay, N., Gunasekaran, A., Dubey, R., & Childe, S. J. (2018). Agility and resilience as 

antecedents of supply chain performance under moderating effects of organizational 

culture within the humanitarian setting: A dynamic capability view. Production 

Planning & Control, 29(14), 1158–1174. 

https://doi.org/10.1080/09537287.2018.1542174 

Alvez, J. C., Lok, T. C., Luo, Y. B., & Hao, W. (2020). Crisis Management for Small 

Business during the COVID-19 Outbreak: Survival, Resilience and Renewal Strategies 

of Firms in Macau. Research Square, https://doi.org/10.21203/rs.3.rs-34541/v1 

American Chamber Of Commerce, Kenya. (2020). Report on Assessing the Impact of the 

Covid-19 Pandemic on Kenya‟s Economic and Business Environment. Retrieved from 

https://www.amcham.co.ke/sites/default/files/report-

documents/AmCham%20Report%20on%20Economic%20Impact%20of%20COVID-

19%20in%20Kenya.pdf 

Aspara, J., Lamberg, J. A., Laukia, A., & Tikkanen, H. (2013). Corporate business model 

transformation and inter-organizational cognition: The case of nokia. Long Range 

Planning, 46(6), 459–474. https://doi.org/10.1016/j.lrp.2011.06.001 

Ates, A., & Bititci, U. (2011), Change process: a key enabler for building resilient SMEs. 

International Journal of Production Research, 49 (18), 5601-5618. 

Biggs, D., Hicks, C. C., Cinner, J. E., & Hall, C. M. (2015). Marine tourism in the face of 

global change: The resilience of enterprises to crises in Thailand and Australia. Ocean 

& Coastal Management, 105, 65–74. https://doi.org/10.1016/j.ocecoaman.2014.12.019 

Biggs, D., Hall, C. M., & Stoeckl, N. (2012). The resilience of formal and informal tourism 

enterprises to disasters: Reef tourism in Phuket, Thailand. Journal of Sustainable 

Tourism, 20 (5), 645–665. https://doi.org/10.1080/09669582.2011.630080 

Board of Innovation. (2020). How to Innovate during an economic recession. Retrieved 

February 10, 2021 from https://www.boardofinnovation.com/low-touch-

economy/innovate-during-a-recession/ 

Borchert, I., & Mattoo, A. (2010). The crisis-resilience of services trade. The Service 

Industries Journal, 30(13), 2115–2136. https://doi.org/10.1080/02642060903289944 

https://doi.org/10.1080/09537287.2018.1542174
https://doi.org/10.21203/rs.3.rs-34541/v1
https://www.amcham.co.ke/sites/default/files/report-documents/AmCham%20Report%20on%20Economic%20Impact%20of%20COVID-19%20in%20Kenya.pdf
https://www.amcham.co.ke/sites/default/files/report-documents/AmCham%20Report%20on%20Economic%20Impact%20of%20COVID-19%20in%20Kenya.pdf
https://www.amcham.co.ke/sites/default/files/report-documents/AmCham%20Report%20on%20Economic%20Impact%20of%20COVID-19%20in%20Kenya.pdf
https://doi.org/10.1016/j.lrp.2011.06.001
https://doi.org/10.1016/j.ocecoaman.2014.12.019
https://doi.org/10.1080/09669582.2011.630080
https://www.boardofinnovation.com/low-touch-economy/innovate-during-a-recession/
https://www.boardofinnovation.com/low-touch-economy/innovate-during-a-recession/
https://doi.org/10.1080/02642060903289944


 

 

44 

 

Bosa, D. (2020, June 16). Airbnb is Poised for a Comeback after a Brutal Spring. CNBC. 

https://www.cnbc.com/2020/06/16/airbnb-poised-for-comeback-after-brutal-covid-19-

spring.html?utm_medium=website&utm_source=archdaily.com 

Brown, N. A., Rovins, J. E., Feldmann-Jensen, S., Orchiston, C., Johnston, D. (2017). 

Exploring disaster resilience within the hotel sector: a systematic review of literature. 

International Journal of Disaster Risk Reduction, 22, 362–370. 

https://doi.org/10.1016/j.ijdrr.2017.02.005 

Bartik, A. W., Bertrand, M., Cullen, Z. B., Glaeser, E. L., Luca, M., & Stanton, C. T. (2020). 

How are small businesses adjusting to COVID-19? Early evidence from a survey (No. 

w26989). National Bureau of Economic Research. 

Celik, S., Ashikali, T., & Groeneveld, S. (2011). The binding effect of diversity management 

on employees in the Dutch public sector. The role of transformational 

leadership. Journal for HRM, 14 (4), 32–53. 

Chang, C.L., McAleer, M., Ramos, V. (2020). The future of tourism in the COVID-19 Era. 

Advance Decision Science, 24, 218–230. 

Cutter, S. L., Barnes, L., Berry, M., Burton, C., Evans, E., Tate, E., & Webb, J. (2008). A 

place-based model for understanding community resilience to natural disasters. Global 

Environmental Change, https://doi.org/10.1016/j.gloenvcha.2008.07.013 

Dahles, H., & Susilowati, T. P. (2015). Business resilience in times of growth and crisis. 

Annals of Tourism Research, https://doi.org/10.1016/j.annals.2015.01.002 

Duarte-Alonso, A.D., Kok, S.K., Bressan, A., O‟Shea, M., Sakellarios, N., Koresis, A., 

Santoni, L.J. (2020). COVID-19, aftermath, impacts, and hospitality firms: An 

international perspective. International Journal of Hospitality Management, 91, 

102654 

Dullea, S. (2020, April 27). In recessions, investing in innovation is essential. MassChallenge. 

https://masschallenge.org/article/recessions-investing-innovation-essential 

Danes, S.M., Loy, J.T.-C. & Stafford, K. (2008). Business planning practices of family-owned 

firms within a quality framework. Journal of Small Business Management, 46 (3), 

395-421. 

https://www.cnbc.com/2020/06/16/airbnb-poised-for-comeback-after-brutal-covid-19-spring.html?utm_medium=website&utm_source=archdaily.com
https://www.cnbc.com/2020/06/16/airbnb-poised-for-comeback-after-brutal-covid-19-spring.html?utm_medium=website&utm_source=archdaily.com
https://doi.org/10.1016/j.ijdrr.2017.02.005
https://doi.org/10.1016/j.gloenvcha.2008.07.013
https://doi.org/10.1016/j.annals.2015.01.002
https://masschallenge.org/article/recessions-investing-innovation-essential


 

 

45 

 

Espiner, Stephen, & Becken, Susanne. (2013). Tourist towns on the edge: Conceptualising 

vulnerability and resilience in a protected area tourism system. Journal of Sustainable 

Tourism. https://doi.org/10.1080/09669582.2013.85522 

Faridian, P. H., & Neubaum, D. O. (2021). Ambidexterity in the age of asset sharing: 

Development of dynamic capabilities in open source ecosystems. Technovation, 99, 

102125. https://doi.org/10. 1016/j.technovation.2020.102125 

Fritze, M. P., Marchand, A., Eisingerich, A. B., & Benkenstein, M. (2020). Access-based 

services as substitutes for material possessions: The role of psychological ownership. 

Journal of Service Research, 23(3), 368–385. 

https://doi.org/10.1177/1094670520907691 

Fromhold-Eisebith, M. (2015). Sectoral resilience: Conceptualizing industry-specific spatial 

patterns of interactive crisis adjustment. European Planning Studies, 23(9), 1675–

1694. https://doi.org/10.1080/09654313.2015.1047329 

Foster, S. P., & Dye, K. (2005). Building continuity into strategy. Journal of Corporate Real 

Estate, 7 (2), 105–119. https://doi.org/10.1108/14630010510812530 

Gebhardt, G. F., Farrelly, F. J., & Conduit, J. (2019). Market intelligence dissemination 

practices. Journal of Marketing, 83(3), 72–90. 

https://doi.org/10.1177/0022242919830958 

George, M. (2020, June 10). Food innovation during and after COVID-19. Food Industry 

Executive. https://foodindustryexecutive.com/2020/06/food-innovation-during-and-

after-covid-19/ 

Gligor, D., Gligor, N., Holcomb, M., & Bozkurt, S. (2019). Distinguishing between the 

concepts of supply chain agility and resilience. The International Journal of Logistics 

Management, 30(2), 467–487. https://doi.org/10.1108/IJLM-10-2017-0259 

Grand Thornton. (2020). Hotel industry: navigating the impact of COVID-19. 

Gulati, R., Nohria, N., & Wohlgezogen, F. (2010). Roaring out of recession. Harvard 

Business Review, 88 (3), 62–69. https://hbr.org/2010/03/roaring-out-of-recession 

Hayes, A. (2020, July 1). Mergers and acquisitions – M&A. Investopedia. 

https://www.investopedia.com/terms/m/mergersandacquisitions.asp# 

https://doi.org/10.1080/09669582.2013.85522
https://doi.org/10.%201016/j.technovation.2020.102125
https://doi.org/10.1177/1094670520907691
https://doi.org/10.1080/09654313.2015.1047329
https://doi.org/10.1108/14630010510812530
https://doi.org/10.1177/0022242919830958
https://foodindustryexecutive.com/2020/06/food-innovation-during-and-after-covid-19/
https://foodindustryexecutive.com/2020/06/food-innovation-during-and-after-covid-19/
https://doi.org/10.1108/IJLM-10-2017-0259
https://hbr.org/2010/03/roaring-out-of-recession
https://www.investopedia.com/terms/m/mergersandacquisitions.asp


 

 

46 

 

Herbane, B. (2019). Rethinking organizational resilience and strategic renewal in SMEs. 

Entrepreneurship & Regional Development, 31 (5–6), 476–495. 

Hall, C. M., Prayag, G., & Amore, A. (2017). Tourism and resilience: Individual, 

organisational and destination perspectives. Channel View Publications. 

Helfat, C. E., Finkelstein, S., Mitchell, W., Peteraf, M., Singh, H., Teece, D., & Winter, S. G. 

(2009). Dynamic capabilities: Understanding strategic change in organizations. John 

Wiley & Sons. 

Hu, X., Yan, H., Casey, T., Wu, C.H. (2020). Creating a safe haven during the crisis: How 

organizations can achieve deep compliance with COVID-19 safety measures in the 

hospitality industry. International Journal of Hospitality Management, 92, 102662. 

Irandu, E., M. (2020, May 21). Impact of COVID-19 on Travel and Tourism Industry in 

Kenya [Blog Post]. Retrieved from https://uonresearch.org/blog/impact-of-covid-19-

on-travel-and-tourism-industry-in-kenya/ 

Jung, H., Hwang, J., & Kim, B. K. (2018). Does R&D investment increase SME survival 

during a recession? Technological Forecasting and Social Change, 137, 190–198. 

https://doi.org/10.1016/j. techfore.2018.07.042 

Jüttner, U., & Maklan, S. (2011). Supply chain resilience in the global financial crisis: An 

empirical study. Supply Chain Management: An International Journal, 16(4), 246–

259. https://doi.org/10. 1108/13598541111139062 

Kavadias, S., Ladas, K., & Loch, C. (2016, October). The transformation business model. 

Harvard Business Review. https://hbr.org/2016/10/the-transformative-business-model 

Kenton, W. (2019, September 5). Strategic alliance. Investopedia. 

https://www.investopedia.com/terms/s/strategicalliance.asp 

Kyei, D. A., Bayoh, A. T. A. (2017). Innovation and Customer Retention in the Ghanaian 

telecommunication industry. International Journal of Innovation, vol. 5, no. 2, pp. 

171-183 

Kohli, A. K., & Jaworski, B. J. (1990). Market orientation: The construct, research 

propositions, and managerial implications. Journal of Marketing, 54(2), 1–18. 

https://doi.org/10.1177/002224299005400201 

https://uonresearch.org/blog/impact-of-covid-19-on-travel-and-tourism-industry-in-kenya/
https://uonresearch.org/blog/impact-of-covid-19-on-travel-and-tourism-industry-in-kenya/
https://doi.org/10.1016/j.%20techfore.2018.07.042
https://doi.org/10.%201108/13598541111139062
https://hbr.org/2016/10/the-transformative-business-model
https://www.investopedia.com/terms/s/strategicalliance.asp
https://doi.org/10.1177/002224299005400201


 

 

47 

 

Kochnar, R., & Barroso, A. (2020, March 27). Young workers likely to be hard hit as 

COVID-19 strikes a blow to restaurants and other service sector jobs. Pew Research 

Center. https://www.pewresearch.org/fact-tank/2020/03/27/young-workers-likely-to-

be-hard-hit-as-covid-19-strikes-a-blow-to-restaurants-and-other-service-sector-jobs/ 

Landry, L. (2020, May 2). Business model innovation: What it is and why it‟s Important. 

Northeastern University Graduate Programs. 

https://www.northeastern.edu/graduate/blog/implementingbusiness-model-innovation/ 

Lee, K., Forbes, M., Lukasiewicz, G., Williams, W., Sheets, A., Fischer, K., & Niedner, M. 

(2015). Promoting staff resilience in the pediatric intensive care unit. American 

Journal of Critical Care, 24 (5), 422–430. https://doi.org/10.4037/ajcc2015720 

Lengnick-Hall, C. A., Beck, T. E., & Lengnick-Hall, M. L. (2011). Developing a capacity for 

organizational resilience through strategic human resource management. Human 

Resource Management Review, 21 (3), 243–255. 

https://doi.org/10.1016/j.hrmr.2010.07.001 

Lettice, F., Tschida, M., & Forstenlechner, I. (2014). Managing in an economic crisis: The 

role of market orientation in an international law firm. Journal of Business Research, 

67(1), 2693–2700. https://doi. org/10.1016/j.jbusres.2013.03.018 

Madrid-Guijarro, A., García-Pérez-de-Lema, D., & Van Auken, H. (2013). An investigation 

of spanish SME innovation during different economic conditions. Journal of Small 

Business Management, 51(4), 578–601. https://doi.org/10.1111/jsbm.12004 

Martin-Rios, C., & Pasamar, S. (2018). Service innovation in times of economic crisis: The 

strategic adaptation activities of the top EU service firms. R&D Management, 48(2), 

195–209. https://doi.org/10.1111/radm.12276 

Mi, Z., & Coffman, D. (2019). The sharing economy promotes sustainable societies. Nature 

Communications, 10(1), 1–3. https://www.nature.com/articles/s41467-019-09260-4 

Mudassir, H. (2020, March 16). COVID-19 will fuel the next wave of innovation. 

Entrepreneur. https://www.entrepreneur.com/article/347669 

Nafday, A. M. (2011). Strategies for professional engineering firms during economic 

recession. Journal of Professional Issues in Engineering Education and Practice, 

137(1), 7–11. https://doi.org/10.1061/(ASCE)EI.1943-5541.0000035 

https://www.pewresearch.org/fact-tank/2020/03/27/young-workers-likely-to-be-hard-hit-as-covid-19-strikes-a-blow-to-restaurants-and-other-service-sector-jobs/
https://www.pewresearch.org/fact-tank/2020/03/27/young-workers-likely-to-be-hard-hit-as-covid-19-strikes-a-blow-to-restaurants-and-other-service-sector-jobs/
https://www.northeastern.edu/graduate/blog/implementingbusiness-model-innovation/
https://doi.org/10.4037/ajcc2015720
https://doi.org/10.1016/j.hrmr.2010.07.001
https://doi.org/10.1111/jsbm.12004
https://doi.org/10.1111/radm.12276
https://www.nature.com/articles/s41467-019-09260-4
https://www.entrepreneur.com/article/347669
https://doi.org/10.1061/(ASCE)EI.1943-5541.0000035


 

 

48 

 

Nechifor V., Ferrari E., Kihiu E., Laichena J. Omanyo D., Musamali R., Kiriga B., COVID-

19 impacts and short-term economic recovery in Kenya, EUR 30296 EN, Publications 

Office of the European Union, Luxembourg, 2020, ISBN 978-92-76-19424-8, 

doi:10.2760/767447, JRC121284. 

Nicola, M., Alsafi, Z., Sohrabi, C., Kerwan, A., Al-Jabir, A., Iosifidis, C., Agha, M., Agha, R. 

(2020). The socio-economic implications of the coronavirus pandemic (COVID-19): A 

review. International Journal of Surgery, 78, 185. 

Nilakant, V., Walker, B., Van Heugen, K., Baird, R., & De Vries, H. (2014). Research note: 

Conceptualising adaptive resilience using grounded theory. New Zealand Journal of 

Employment Relations, 39, 79–86. 

Norris, F.H., Stevens, S.P., Pfefferbaum, B., Wyche, K.F., & Pfefferbaum, R.L., (2008). 

Community resilience as a metaphor, theory, set of capacities, and strategy for disaster 

readiness. American Journal of Community Psychology, 41 (1–2), 127–150. 

Noorani, H. (2020, November 25). Covid-19 exposes technology gap in the hotel industry. 

Business Daily. Retrieved from https://www.businessdailyafrica.com/bd/opinion-

analysis/ideas-debate/covid-19-exposes-technology-gap-in-the-hotel-industry--

3208858 

OECD. (2005). The measurement of scientific and technological activities: Guidelines for 

collecting and interpreting innovation data. Oslo Manual (3rd Eds). Working Party of 

National Experts on Scientific and Technology Indicators.  

OECD. (2010). OECD innovation strategy: Defining innovation. Retrieved February 8, 2021 

from https:// www.oecd.org/site/innovationstrategy/defininginnovation.htm 

Orchiston, C., Prayag, G., & Brown, C. (2016). Organizational resilience in the tourism 

sector. Annals of Tourism Research, 56, 145–148. 

https://doi.org/10.1016/j.annals.2015.11.002 

Prayag, G. (2018). Symbiotic relationship or not? Understanding resilience and crisis 

management in tourism. Tourism Management Perspectives, 

https://doi.org/10.1016/j.tmp.2017.11.012 

PricewaterhouseCoopers. (2017). 

https://www.pwc.com/us/en/services/alliances/ethisphere/creating-a-culture.html 

https://www.businessdailyafrica.com/bd/opinion-analysis/ideas-debate/covid-19-exposes-technology-gap-in-the-hotel-industry--3208858
https://www.businessdailyafrica.com/bd/opinion-analysis/ideas-debate/covid-19-exposes-technology-gap-in-the-hotel-industry--3208858
https://www.businessdailyafrica.com/bd/opinion-analysis/ideas-debate/covid-19-exposes-technology-gap-in-the-hotel-industry--3208858
http://www.oecd.org/site/innovationstrategy/defininginnovation.htm
https://doi.org/10.1016/j.annals.2015.11.002
https://doi.org/10.1016/j.tmp.2017.11.012
https://www.pwc.com/us/en/services/alliances/ethisphere/creating-a-culture.html


 

 

49 

 

Ross, P., McGowan, C., & Styger, L. (2012, November 19–21). A comparison of theory and 

practice in market intelligence gathering for Australian micro-businesses and SMEs. 

Proceedings of 19th International Business Research Conference. 

https://doi.org/10.2139/SSRN.2174337 

Sawalha, I. H. S. (2015). Managing adversity: Understanding some dimensions of 

organizational resilience. Management Research Review, 

https://doi.org/10.1108/MRR-01-2014-0010 

Schreier, M. (2006). The value increment of mass-customized products: An empirical 

assessment. Journal of Consumer Behaviour, 5(4), 317–327. 

https://doi.org/10.1002/cb.183 

Smith, K. A., & Foreman, D. (2020, April 3). List of banks offering relied to customers 

affected by Coronavirus (COVID-19). Forbes. 

https://www.forbes.com/sites/advisor/2020/04/03/list-of-banksoffering-relief-to-

customers-affected-by-coronavirus-covid-19/#7f7ccb804efa 

Sobaih, A., E., E., Elshaer, I., Hasanein, A., M., & Abdelaziz, A., S. (2021). Responses to 

COVID-19: The role of performance in the relationship between small hospitality 

enterprises‟ resilience and sustainable tourism development. International Journal of 

Hospitality Management, 94, 102428. https://doi.org/10.1016/j.ijhm.2020.102824 

Soininen, J., Puumalainen, K., Sjögrén, H., & Syrjä, P. (2012). The impact of global economic 

crisis on SMEs. Management Research Review, 35(10), 927–944. 

https://doi.org/10.1108/01409171211272660 

Su, D. N., Tra, D. L., Huynh, H. M. T., Nguyen, H. H. T., & O‟Mahony, B. (2021). 

Enhancing resilience in the Covid-19 crisis: lessons from human resource management 

practices in Vietnam, Current Issues in Tourism, 

https://doi.org/10.1080/13683500.2020.1863930 

Suneson, G. (2020, March 21). Industries hit hardest by coronavirus in the US include retail, 

transportation, and travel. USA Today. 

https://www.usatoday.com/story/money/2020/03/20/us-industriesbeing-devastated-by-

the-coronavirus-travel-hotels-food/111431804/ 

https://doi.org/10.2139/SSRN.2174337
https://doi.org/10.1108/MRR-01-2014-0010
https://doi.org/10.1002/cb.183
https://www.forbes.com/sites/advisor/2020/04/03/list-of-banksoffering-relief-to-customers-affected-by-coronavirus-covid-19/#7f7ccb804efa
https://www.forbes.com/sites/advisor/2020/04/03/list-of-banksoffering-relief-to-customers-affected-by-coronavirus-covid-19/#7f7ccb804efa
https://doi.org/10.1016/j.ijhm.2020.102824
https://doi.org/10.1108/01409171211272660
https://doi.org/10.1080/13683500.2020.1863930


 

 

50 

 

Swafford, P. M., Ghosh, S., & Murthy, N. (2006). The antecedents of supply chain agility of a 

firm: Scale development and model testing. Journal of Operations Management, 

24(2), 170–188. https://doi.org/10.1016/j.jom.2005.05.002 

Szalavetz, A. (2016). Post-crisis developments in multinational corporations‟ global 

organizations. Competition & Change, 20(4), 221–236. 

https://doi.org/10.1177/1024529416655269 

Teece, D. J., Pisano, G., & Shuen, A. (1997). Dynamic capabilities and strategic management. 

Strategic. Management Journal, 18(7), 509–533. https://doi.org/10.1002/(SICI)1097-

0266(199708)18:7<509::AID-SMJ882>3.0.CO;2-Z 

Teece, D. J. (2007). Explicating dynamic capabilities: The nature and micro foundations of 

(sustainable) enterprise performance. Strategic Management Journal, 28(13), 1319–

1350. https://doi.org/10.1002/smj.640 

Tourism Regulatory Authority. (2020). Classified Establishments Register. 

https://www.tourismauthority.go.ke/index.php/resource-entre/downloads/category/12-

classified-tourism-enterprises?download=376:classification-register 

Tuttle, B. (2020, July 28). „The Haunted Road‟ Halloween drive-thru experience coming to 

Orlando. Attractions Magazine. https://attractionsmagazine.com/the-haunted-road-

halloween-drive-thruexperience-coming-orlando/ 

United Nations. Shared Responsibility, Global Solidarity: Responding to the Socio-Economic 

Impacts of COVID-19. Available online: https://unsdg.un.org/sites/default/files/2020-

03/SG-Report-Socio-EconomicImpact-of-Covid19.pdf  (accessed on 18 January 

2021). 

Wade, M., & Bjerkan, H. (2020, April 17). Three proactive response strategies to COVID-19 

business challenges. https://sloanreview.mit.edu/article/three-proactive-response-

strategies-to-covid-19- business-challenges/ 

Wilhelms, M. P., Merfeld, K., & Henkel, S. (2017). Yours, mine, and ours: A user-centric 

analysis of opportunities and challenges in peer-to-peer asset sharing. Business 

Horizons, 60(6), 771–781. https://doi.org/10.1016/j.bushor.2017.07.004 

https://doi.org/10.1016/j.jom.2005.05.002
https://doi.org/10.1177/1024529416655269
https://doi.org/10.1002/(SICI)1097-0266(199708)18:7%3c509::AID-SMJ882%3e3.0.CO;2-Z
https://doi.org/10.1002/(SICI)1097-0266(199708)18:7%3c509::AID-SMJ882%3e3.0.CO;2-Z
https://doi.org/10.1002/smj.640
https://www.tourismauthority.go.ke/index.php/resource-entre/downloads/category/12-classified-tourism-enterprises?download=376:classification-register
https://www.tourismauthority.go.ke/index.php/resource-entre/downloads/category/12-classified-tourism-enterprises?download=376:classification-register
https://attractionsmagazine.com/the-haunted-road-halloween-drive-thruexperience-coming-orlando/
https://attractionsmagazine.com/the-haunted-road-halloween-drive-thruexperience-coming-orlando/
https://unsdg.un.org/sites/default/files/2020-03/SG-Report-Socio-EconomicImpact-of-Covid19.pdf
https://unsdg.un.org/sites/default/files/2020-03/SG-Report-Socio-EconomicImpact-of-Covid19.pdf
https://sloanreview.mit.edu/article/three-proactive-response-strategies-to-covid-19-%20business-challenges/
https://sloanreview.mit.edu/article/three-proactive-response-strategies-to-covid-19-%20business-challenges/
https://doi.org/10.1016/j.bushor.2017.07.004


 

 

51 

 

Yawei J., Brent, W., R., & Martie‐Louise, V. (2019). Building tourism organizational 

resilience to crises and disasters: A dynamic capabilities view. International Journal of 

Tourism Research, https://doi.org/10.1002/jtr.2312 

 

 

  

https://doi.org/10.1002/jtr.2312


 

 

52 

 

APPENDICES  

 

Appendix I: QUESTIONAIRRE  

Thank     iyou     iso     imuch     ifor     iyour     ivaluable     itime.     iFirst,     iI     iwould     ilike     ito     ibriefly     iexplain     ithe     iresearch      

itheme     ito     iyou.     iThe     iobjectives     iof     ithis     iresearch     iis     ito     iestablish     ito     iwhat     iextent     ifive-star     ihotel     ihave     

iadopted     iresilience     ibuilding     istrategies     iin     ithe     iwake     iof     iCOVID     i19     ipandemic.     iYou     ihave     ibeen     

iselected     ias     ia     irespondent     iin     ithis     istudy     ibecause     iyou     iare     iinvolved     iin     imanaging     ithe     ioperational     

iactivities     iof     ia     ifive     istar     ihotel     ithat     iwe     iare     iusing     ias     ia     irepresentative     icompany     iin     iour     istudy.     iWe     

isincerely     ibelieve     iyour     iknowledge     iand     ipractical     iexperience     iwith     imanaging     ithe     ioperational     

iactivities     iof     ithe     ifirm     ican     isubstantially     icontribute     ito     iachieving     ithe     iaims     iof     ithis     istudy.     iOur     

iinterview     iwith     iyou     iwill     ibe     iboth     iopen-ended     iand     iclosed.     iYou     iwill     irespond     ito     ithe     iquestions     

ibased     ion     iyour     iexperiences     iand     iknowledge;      ihence,     ithere     iare     ino     iright      iand     iwrong     ianswers     ito     

iany     iquestion.     iThe     ianonymity     iand     iconfidentiality     iof     iyour     iresponse     iwill     ibe     istrictly     imaintained.     

iShould     iyou     irequire     ia     icopy     iof     ithe     iresearch     ireport,     iwe     ishall     ibe     ihappy     ito     iprovide     iit     ito     iyou     

iimmediately     idata     ihas     ibeen     ianalyses     iand     ifindings     ireached. 

PART 1: GENERAL INFORMATION 

1. What is your gender? 

Male     Female   

2. What is your highest level of education?             

1. O-Level   A-Level   

College Level   Graduate Level  

Post Graduate Level  Any other (Specify) …………………..  

 

3. What position do you hold in this organization?   

2. Procurement Manager   Assistant Procurement Manager 

3. Operations Manager   Assistant Operations Manager 

4. Marketing Manager                         Assistant Marketing Manager 

5. IT Manager               Assistant IT Manager 

6. Finance Manager                         Assistant Finance Manager 

7. Business Development Manager Assistant Business Development Manager 

8. Other (Please Specify)……………………………………………  

   

4. How long have you been in this position?  

9. Less than 1 year  1 - 5 years  
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10. 6 – 10 years   Above 10 years 

 

5. What is the size of your organization?    

11. 0 - 49 Employees  50 - 99 Employees  

100 -149 Employees             150 - 200 Employees  Above 200 Employees 

6. How many years has your organization been operating in Kenya? 

12. 1 - 5 Years   6 – 10 Years 

13. 10-20 Years   Above 20 Years 

 

PART II: RESILIENCE BUILDING STRATEGIES   

To     iwhat     iextent     ihas     iyour     ifirm     iimplemented     ithe     ifollowing     iresilience     ibuilding     

iapproaches     iin     icombating     ithe     ieffects     iof     iCOVID      i19?      iTick     ias     iappropriate     iusing     ithe     

ifollowing     iLikert     iscale     iof     i1-5     iwhere:     i     i1=     iNot     iat     iall;     i2=     iLittle     iExtent;     i3=     iModerate     

iExtent;     i4=     iGreat     iExtent;     i5=Very     iGreat     iExtent 

 
RESILIENCE BUILDING STRATEGIES 

Respondents Rating 

1 2 3 4 5 

 Market Orientation      

7. My organization collects market intelligence 

(understanding    iof    iexisting    imarkets‟    istatus,    

icompetitors,    ithreats,    iopportunities,    iand    igrowth    

ipotential    ifor    inew    imarkets    iand    iservices)    ion    ia    iregular    

ibasis 

     

8. There is a market intelligence team that constantly 

analyses data collected from the market for insights  

     

9. Market intelligence is oftently disseminated to 

relevant staff in the organization 

     

10. My organizations has systems and processes that 

enables it to respond appropriately to market 

intelligence information 

     

       

 Supply Chain Optimization      

11. My organization procures from a wide range of 

options  
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12. The hotel has a wide range of options for the storage 

and delivery of products/services to customers  

     

13. The organization tracks all its goods from source to 

destination 

     

14. The organization utilizes its procurement and 

distribution options to responding to changing 

market conditions 

     

       

 Strategic Corporate Re-organization      

15. The hotel regularly seeks parnerships to strengthen 

its market position 

     

16. The company shares resources such as intellectual 

capital, technologies, and trademarks to manage its 

costs 

     

17. My organization would make/made acquisition(s) to 

to repond to changing market business needs  

     

       

 Innovation      

18. The hotel oftenly makes major improvements in its 

products/services for our clients 

     

19. My organization has a culture of developing new 

ways of delivering its product/service 

     

20. Management always challenge status quo and initiate 

new approaches to carrying out operations  

     

21. The hotel successfully implemented new 

products/service in response to changes in the 

market place 

     

       

 Business Model Transformation      

22. Departments in my organization continously 

collaborate to generate ideas 

     

23. The hotel redesigns its goods and service offerings 

based on market and customers‟ changing needs 

     

24. The hotel enters new markets to create new revenue      
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streams 

 

PART III: SERVICE DELIVERY  

To what extent has the resilience building strategies (above) affected     ithe    ifollowing    imeasures     

iof    iservice    idelivery?     iKindly    iindicate    ion    ia    iscale    iof    inegative    iten    i(-10)    ito    ipositive    iten    i(10)    iwhere    i-

10=    itotally    ideteriorated    iand    i+10    i=totally    iimproved    iit    i 

 SERVICE DELIVERY INDICATOR RATING 

25. Reliability    i-    i    iThe    iability    ito    iperform    ithe    ipromised    iservice    idependably    

iand    iaccurately 

 

26. Assurance - The knowledge    iand    icourtesy    iof    iemployees    iand    itheir    iability    

ito    iconvey    itrust    iand    iconfidence 

 

27. Tangibles - The appearance    iof    iphysical    ifacilities,    iequipment,    ipersonnel     

iand    icommunication    imaterials 

 

28. Empathy    i-    iThe    iprovision    iof    icaring,    iindividualized    iattention    ito    icustomer  

29. Responsiveness    i-    iThe    iwillingness    ito    ihelp    icustomers    iand    ito    iprovide    

iprompt    iservice 

 

 

THANK YOU FOR PARTICIPATING IN THIS STUDY! 
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Appendix II: List of Five Star Hotels in Nairobi 

 

1. Intercontinental  

2. Radisson Blu Hotel  

3. The Sarova Stanley  

4. Villa Rosa Kempinski  

5. Fairmont The Norfolk  

6. Sankara  

7. The Boma  

8. Crowne Plaza  

9. Tribe Hotel  

10. Dusit D2  

11. Hemingway‟s  

Source: TRA (2020) 


