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[bookmark: _Toc68026241]ABSTRACT
Since March 11, 2020, the World Health Organization (WHO) established a global pandemic status for 2019 coronavirus disease (COVID-19). Global pandemic status means that the disease is throughout the world; the entire world population wherever their country is, can be potentially be infected. This study aims to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. The data collection method that was used in the study is the primary data collection method. Primary data collection  involved the use of questionnaires distributed to the various star-rated hotels in Nairobi to determine the recovery measures put  in place post the COVID-19 Pandemic and were signed by various managers heading the various departments in the hotels. Questionnaires were used because they are easy to distribute among a large group and large amounts of information can be collected effectively and on time. Questionnaires are also easy to facilitate because the questions are often easy and straightforward, therefore, making them very practical. Data was collected with the aid of a questionnaire as the ideal data collection tool. The target population was star-rated hotels in Nairobi which are 53 in total ranging from two to five-star ratings. The sampling design was a simple random sampling where every member of the population had an equal chance of being selected to be sampled and the sample size will be a target of all the 53 hotels which is the entire population. Data collected through questionnaires were analyzed using charts and converted into percentages. Out of the 53 listings of star-rated hotels in Nairobi to whom questionnaires were issued, the response rate was 18 respondents. A total of 88.9 % of the respondents knew about the COVID-19 Pandemic to detail while 11.1% were familiar with it. The study found out the importance of undertaking recovery measures. 66.7% of the respondents thought that it was extremely important to have recovery initiatives in place, 16.7% thought that it was very important,11.1 % thought that it was important while 5.5% thought it was somewhat important.In concltion, the study shows that Recovery and sustainability is the most important aspect for Star-Rated Hotels to survive in a post Pandemic era.
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[bookmark: _Toc68026244]CHAPTER ONE
[bookmark: _Toc51712053][bookmark: _Toc68026245]INTRODUCTION
1.1. [bookmark: _Toc51712054][bookmark: _Toc68026246]Background information
[bookmark: _Hlk56396017][bookmark: _Hlk57068346]Since March 11, 2020, the World Health Organization (WHO) established a global pandemic status for 2019 coronavirus disease (COVID-19). Global pandemic status means that the disease is throughout the world; the entire world population wherever their country can potentially be infected (Wachyuni & Kusumaningrum, 2020). The Coronavirus, a health crisis, has caused reverberations around the globe, with unemployment rising, whilst cash-strapped businesses reel from social distancing and border closures (Kouam, 2020). Humans are affected differently depending on their social class or caste, their gender and age, and the country where they live. In rich countries, many thousands have died, and millions have lost livelihoods. In poorer countries, lockdowns were imposed often with little prior planning (Barneveld et al., 2020). International and domestic tourism was effectively shut down as unfortunate casualties of the crisis. The World Tourism Organization claimed ‘ours has been the sector hardest hit by the crisis’ and has proposed an agenda for recovery (Desbiolles, 2020). Disaster recovery involves the resumption of all business activities to 95% effectiveness (Gruman et al., 2011).

Within the tourism industry, the hotel sector's vulnerabilities are multi-faceted. A hotel's physical infrastructure (buildings, water, power, sanitation) may be at risk from a variety of natural and man-made hazards placing staff and guests at risk.  Beyond guest and staff safety, a hotel's ability to continue operations and profitability is often made hazards placing staff and guests at risk. Beyond guest and staff safety, a hotel's ability to continue operations and profitability is often at risk in disasters (Brown et al., 2017). After January 27, all group trips and ‘ticket + hotel’ services, including those abroad, were fully suspended. All at once, China’s tourism fell into a chaotic state, with scenic spots and hotels closed, and flights stopped. Many refunds had to be issued across the whole tourism industry (Mao et al., 2020). Due to the strong and extensive infections from this virus, people lost a sense of security to travel outside. It was predicted that all Chinese tourism companies would have to be closed or curtail operations and make a slow recovery from January to May 2020. Employees in tourism businesses were faced with sharp declines in their incomes, causing dramatic changes in their work and lives. The panic caused by the threat of the disease spread and the income uncertainties caused widespread anxiety and frustration (Mao et al., 2020).
China's transportation ministry said that Chinese tourist trips dropped by almost 73% during the 2020 New Year holidays compared with conditions. Analysis of the World Tourism and Travel Council predicted that the recovery for the tourism sector or people returning on vacation takes at least 19 months (Shabrina Rahma & Fadhilia Arvianti, 2020). In re-imagining a post-viral tourism world, solutions and pathways to recovery inevitably will vary sector-by-sector and destination-to-destination. It is considered that in the short -term the post-COVID-19 recovery of tourism will be tied to the pace of global economic recovery. However, long-term recovery “will overlap with the transformation of the current linear economic production system into a carbon-neutral economic production system and set new parameters for the future direction of global tourism recovery” (Rogerson & Rogerson, 2020). Most commentators believe that destination recovery must begin with domestic markets and follow by regional tourism markets. Other tourism researchers identify the importance of visiting friends and relatives (VFR) travel as a critical element for tourism recovery strategies. Overall, the assurance of the safety of tourists is stressed as of paramount significance for re-activating tourism as shown by recent investigations of visitor intention to travel (Rogerson & Rogerson, 2020).

On average, domestic tourism accounts for almost 80% of entire visitor arrivals to cities in the Asia Pacific, which will help facilitate the recovery of city tourism as restrictions are likely to be lifted for domestic travel earlier than for international travel. Not only in Asia, but the European Union (EU) has also acted quickly to help the sector, for instance, by offering financial support to businesses, among them numerous small and medium-sized enterprises (Patel et al., 2020). While China might be on the way to recovery from the COVID-19 impacts, the US and Germany are very likely at the beginning of the COVID-19 crisis. This makes demand recovery in the global tourism industry highly unlikely in 2020. The expected mid-term revenue streams for companies in the sector will be extremely weak, while financial challenges for many companies will dramatically increase. Additionally, the current crisis’s development will further lower consumer confidence, which is expected to impact realized travel, with a time lag of approximately 6-10 months (Thams et al., 2020). The government of Bangladesh offered different special packages for recovery and ensuring the sustainability of different sectors. The tourism industry also needs to offer different stimulus and discount packages for attracting domestic tourists which will help to recover the losses (Hafsa, 2020).

[bookmark: _Toc51712055]Going forward, the impact of the pandemic on both labor supply and demand will be large, and labor market policy that responds appropriately can assist the recovery by facilitating fast and efficient matches in the changing labor market (Lemieux et al., 2020). Recovery will still be influenced by the global situation. Owing to the economic recession, shortened vacations, and customers’ pervasive post-disaster panic, it is less likely that retaliatory growth will occur after a slowdown in the pandemic (Hao et al., 2020). During the long-term recovery and resolution phase, hotel firms must focus on activating and revitalizing their business. Actions taken during the long-term recovery and resolution phase will increase resource investment and optimize operations in the affected area, and thereby lead to improvement over the pre-pandemic situations (Hao et al., 2020). A rebound of the tourism sector would be contingent obviously upon the lifting of all travel restrictions but also dependent, to a large extent, on the recovery of other sectors and of key source markets. Full recovery for the tourism sector is anticipated only when the threat of the virus either has been eliminated or no longer poses a significant threat, a situation that is possible realistically when a cure or vaccine is available (Rogerson & Rogerson, 2020).
1.2. [bookmark: _Toc68026247]General objective
[bookmark: _Hlk56396114][bookmark: _Hlk56184140]To examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic
1.3. [bookmark: _Toc51712056][bookmark: _Toc68026248]Specific objectives
1. [bookmark: _Hlk56427754]To determine health and safety protocols in star-rated hotels in Nairobi post-COVID-19 Pandemic
1. To establish the employment measures in star-rated hotels in Nairobi post-COVID-19 Pandemic
1. To evaluate the financial recovery initiatives in star-rated hotels in Nairobi post-COVID-19 Pandemic
1.4. [bookmark: _Toc51712057][bookmark: _Toc68026249]Research questions
1. [bookmark: _Hlk66355806]What are the health and safety protocols in star-rated hotels in Nairobi   Pandemic?
1. What are the employment measures in star-rated hotels in Nairobi post-COVID-19 Pandemic?
1. Which measures are in place for financial recovery in star-rated hotels in Nairobi post-COVID-19 Pandemic?
1.5. [bookmark: _Toc68026250]Problem statement
[bookmark: _Hlk56396223][bookmark: _Hlk57068584]It is important to note that global tourism has been exposed to a wide range of crises in the past. Between 2000 and 2015, major disruptive events include the September 11 terrorist attacks (2001), the severe acute respiratory syndrome (SARS) outbreak (2003), the global economic crisis unfolding in 2008/2009, and the 2015 Middle East Respiratory Syndrome (MERS) outbreak (Gössling et al., 2020). None of them led to a longer-term decline in the global development of tourism, and some of them are not even notable, with only SARS (-0.4%) and the global economic crisis (-4.0%) leading to declines in international arrivals. This would suggest that tourism as a system has been resilient to external shocks. However, there is much evidence that the impact and recovery from the COVID-19 pandemic will be unprecedented (Gössling et al., 2020). The hospitality and travel industry have perhaps been most hard-hit, with hourly workers facing potential devastating hardships. Marriott International with approximately 174,000 employees is poised to place tens of thousands of workers on furlough (Kumar, 2020). Hilton Worldwide also notified lenders on 5th March 2020 borrowing a precautionary $1.75 billion under a revolving loan to preserve money and to maintain flexibility “in light of the uncertainty in the global markets” (Kumar, 2020).
The COVID-19 pandemic and efforts to contain the virus are exacting a staggering economic toll in countries around the world. China’s economy shrank 6.8 percent in the first quarter of 2020 on a year-on-year basis, and Eurozone economies shrank at a 14.8 percent annualized rate. In the United States, nearly 28 million persons filed new claims for unemployment benefits over the six weeks ending April 25 (Barrero et al., 2020). Various industry organizations have already published estimates of the consequences of COVID- 19 for the global tourism industry in 2020. As indicated, these estimates need to be treated with extensive caution, as it remains fundamentally unclear how the pandemic will develop until September, and how travel restrictions and massive job losses will impact tourist demand during the important northern hemisphere summer season and beyond (Gössling et al., 2020).
Hotel industry revenue per available room in the United States fell 11.6% for the week ending 7th March 2020, whilst in China, occupancy rates fell 89% by the end of January 2020(Kumar, 2020). The Confederation of Indian Industry (CII) indicated that more than half of the tourism and hospitality industry can go sick with a possible loss of a large number of jobs if the recovery in the industry stretches beyond October 2020 (Khanna, 2020). The anti-pandemic experience and strategies of China’s hotel industry would respectively help the hotel industry in other parts of the world to forecast the disastrous scenarios and industry effectively plan recovery.   
1.6. [bookmark: _Toc51712059][bookmark: _Toc68026251]Justification
The purpose of this study is to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. I will also examine how the post-COVID-19 era will be for the tourism and Hospitality industries post-recovery period. There will be an uneven recovery as some markets will be aligned with early phases of restarting tourism (Hall et al., 2020) In April 2020, the Organisation for Economic Cooperation and Development (OECD) (2020) estimated that the decline in international tourism in 2020 could be between 45% and 70%, depending on when recovery begins to take place and warned that the general economic decline due to the COVID-19 crisis will also delay recovery within the tourism industry (Jones & Comfort, 2020). According to the World Tourism Organization, Chinese tourists who spent $ 10 billion in the early 2000s spent $ 277 billion in 2018. However, due to the coronavirus epidemic, the travels and expenditures of Chinese tourists will decrease, which will cause a narrowing in international tourism mobilities (Çevrimkaya et al., 2020). 
The impact of the virus and lockdown has been very different across industries and parts of the UK. Tourism, hotels, restaurants, entertainment, and transport are among the long list of sectors that have been hardest hit by this pandemic. Furloughing is also relatively higher in the North East of England and London, and South-East England, The UK effect is reflected across the globe. These current economic variations highlight the need for a recovery policy that takes account of local socio-economic needs (Burns et al., 2020). Small and medium enterprises are expected to be particularly affected. This calls for support and recovery measures for the tourism sector in the most affected countries. UNWTO will continue to monitor the impact of COVID-19 on international tourism and providing updated data and analysis(Sugathan & Roopak, 2020).
Destinations will grapple with how to quickly ‘bounce back’ while also dedicating significant resources to developing a more resilient, equitable, and sustainable tourism industry    (Benjamin et al., 2020). To ensure the road to recovery is smooth, a business needs to have to revisit its business models and re-evaluate them to ensure continuity and be less susceptible to pandemics (Bas & Sivaprasad, 2020). They may consider encouraging social and spatial equity in tourism development by moving towards a marketing plan to encourage ‘slow’ and ‘local’ tourism that focuses on supporting local and minority-owned and operated tourism businesses. Policymakers need to work tirelessly to consider how best to protect the rights and livelihoods of tourism workers rather than exploiting them in post-pandemic financial recovery (Benjamin et al., 2020).
[bookmark: _Toc51712060][bookmark: _Toc68026252]CHAPTER TWO
[bookmark: _Toc51712061][bookmark: _Toc68026253]LITERATURE REVIEW
[bookmark: _Toc68026254]Research Methodology
[bookmark: _Hlk56396317]I focused will be on Corporate sustainability theory. I investigated how the theory is relevant to the study and how it will be applied in this study. The corporate sustainability concept first appeared in the general management literature in 1995 when Gladwin, Kennelly, and Krause (1995) described sustainable development as a process of achieving human development in an inclusive, connected, equitable, prudent, and secure manner (Montiel & Delgado, 2014). 
2.1.1. [bookmark: _Toc68026255] Corporate sustainability
Corporate Sustainability means ‘meeting the needs of a firm's direct and indirect stakeholders without compromising its ability to meet the needs of future stakeholders as well’. This entails considering a company's needs while protecting, sustaining, and enhancing the human and natural resources that will be needed in the future (Engert et al., 2016). The concept of corporate sustainability is attractive to investors because it aims to increase long-term shareholder value. Since corporate sustainability performance can now be financially quantified, they now have an investable corporate sustainability concept. Sustainability leaders are increasingly expected to show superior performance and favorable risk/return profiles. A growing number of investors are convinced that sustainability is a catalyst for enlightened and disciplined management, and, thus, a crucial success factor (Bader, 2005). In recent years, the concept of sustainability has gained currency within the hotel industry with businesses publicly committing to strategic corporate sustainability agendas (Olya et al., 2020). Within companies, there is a rising awareness of the urgency to integrate sustainability and social responsibility aspects into their regular business activities. This is an action caused by external pressures (i. e. social concerns, regulatory forces, or competitive advantages), which call for more sustainable business routines and strategies (Casey & Sieber, 2016).
CS cannot be successful unless it is part of an overall strategic effort that is mindful of the impact of resource availability on developing the capabilities necessary for a competitive advantage. Unless a firm’s sustainability efforts are strategic. There is likely to be little or no effort at cultural change concerning sustainability or communication within an organization or externally to organizational stakeholders (Amini & Bienstock, 2014) Corporate sustainability disclosure has been used as an influential outlet to communicate with different stakeholders. Sustainability disclosure conveys the organization’s short-term and long-term vision and strategies to the stakeholders. Therefore, the organization’s disclosure practices have the potential to create value for society. By disclosing economic, environmental, and social information, the organization may communicate with different types of potential parties including suppliers, creditors, activist groups, the government, the media, customers as well as the general public (Bae et al., 2018). For CS efforts to be successful and meaningful, organizations must reach out to both suppliers and customers, i.e., the organization’s supply chain. The least sophisticated organizations will exhibit no interaction with their supply chains in terms of sustainability efforts (Amini & Bienstock, 2014). 
As organizations become more sophisticated concerning CS, they gradually develop some awareness of the synergy between innovation and sustainability and begin to integrate innovation and sustainability efforts, embracing sustainable design and product stewardship (Amini & Bienstock, 2014). The most sophisticated organizations embrace a triple top line approach in that they incorporate economic, ecological-environmental, and equity-social concerns from the beginning in their strategic decisions and design processes (Amini & Bienstock, 2014). More sophisticated organizations increasingly recognize that a proactive approach to sustainability can reduce costs associated with compliance as well as reducing liability costs. The most sophisticated organizations are industry thought leaders that encourage and participate in a zero-waste approach to sustainability regulations (Amini & Bienstock, 2014).
[bookmark: _Hlk56288492]Corporate sustainability strategies are strategies that aim at ‘balancing the social, environmental and economic needs of both the company and society’ (Engert & Baumgartner, 2016) Elements from all interpretations are needed to develop corporate sustainability frameworks as each interpretation offers specific insights for corporate sustainability management: innovation, productivity, and cost savings are necessary for corporations to survive in economic terms (Baumgartner, 2014). SMEs should embrace competitive priorities of low production costs, rapid deliveries, high-quality products, and customer services, all required for long-term sustainable success. Only those that have adapted their production systems to allow for flexibility in their costs and prices are competitive and will be able to compete and capture increased market share; resulting in enhanced corporate sustainability (Kantabutra, 2019). The COVID 19 Pandemic has put the Hospitality industry in a position where it must divert its focus on sustainability as a corporate entity to stay afloat. Concerning the Hotel industry as summarized above, to ensure corporate sustainability, communication within the organization has to be a key element, focus on the organization should be adhered to, innovation, economic stability, and compliance with regulations are of paramount importance. Despite the traditional bias of corporate sustainability towards environmental policies, there is sufficient interest in integrating social and economic aspects into corporate sustainability (Fang & Jiun, 2007). For the Hotel industry to recover post-COVID-19 Pandemic, they need to adopt sustainable practices in place.
2.2. [bookmark: _Toc68026256]Empirical Review
Under this section, I will review papers based on concepts and variables related to recovery measures in star-rated hotels in Nairobi POST-COVID -19 Pandemic.
2.2.1. [bookmark: _Toc51712064][bookmark: _Toc68026257]Health and safety initiatives at the lobby/front office
Hotel accommodation needs to take into account social distancing at the lobby for check-in and check-out (Chang et al., 2020). The Hotel should Provide essential products At the front desk disinfecting products like, Hand soap, Hand sanitizer, Facial tissues Disposable nitrile, or latex gloves (Rosemberg, 2020). The Hotel should ensure public facilities (washrooms, lobby/lounge, etc) adhere to social distancing, frequent cleaning, and disinfection and provided an adequate supply of hand washing and sanitizing facilities (Ministry of Tourism and Wildlife, 2020). Some rules need to implement and need to follow the government SOP to ensure all tourist are safe which include placing thermo scanners in every hotel lobby, keep social distancing, tourist need to wearing a mask and keep all our tourist data whenever they enter the hotel (Shari et al., 2020). 
Hotels should also create a deeper barrier at the front desk to keep the space between the agent and the guest. Instead of handing key cards to guests, place them at the front desk. Also, restrict large groups from gathering in the lobby and near elevators (Bagnera & Stewart, 2020). Rules need to implemented and there is a need to follow the government SOP to ensure all tourist are safe which include placing thermo scanners in every hotel lobby, keep social distancing, tourists need to be wearing a mask and keep all our tourist data whenever they enter the hotel (Shari et al., 2020). The tourism and hospitality industry will experience strong changes in the months to come. Due to the global and local pressure on improved health standards, all the tourism and hospitality service providers will have to adapt to enhanced disease preventive and controlled methods for the health and safety of both in-house guests and employees (Samarathunga, 2020). 
While most hotels are trying to make check-in and checkout digital with minimum staff /customer interaction, check-in to a hotel may become a rather mechanical process. In countries like India where a customer was made to feel welcome by the staff and a customary welcome drink was a norm. This is a huge move away from the traditional (Siddhartha, 2020). All the hotels will make it mandatory for the guests to carry updated health reports during the check-in process. Further, tourists will pay more attention to the safety standards of the hotels before a reservation, and online travel review websites will start allocating some space to rate a hotel’s safety standards. Key attention will be paid to health and safety in crowded public areas including terminals, restaurants, lobby areas, swimming pools, restrooms, lounges, and bedrooms (Samarathunga, 2020). Too many Covid-19 display standees may turn off the customer and while information as to how the hotel is ensuring its Covid-19 safe needs to be relayed to the customer. Too much information should be avoided. What the hotels need to strive for is a balance where the Customer needs to be reminded that he is safe but at the same time, not constantly made to feel the same (Siddhartha, 2020b).
2.2.2. [bookmark: _Toc51712065][bookmark: _Toc68026258]Health and safety initiatives in Food and Beverage service
To ensure food safety and limit the spread of coronavirus at food services and retail sector has become a challenge where delicate and fresh food items are served and delivered to the customers, which have passed through a series of operational steps from order taking, food receiving, preparation of food, packing, delivery to customers (Shahbaz et al., 2020). Restaurants, breakfast, and dining room, and bar staff should perform personal hygiene.
(frequent regular handwashing, cough hygiene) as strictly as possible (World Health Organization (WHO), 2020). Food services and the retail sector should make sure proper hand hygiene, approved sanitizers, and disinfectants in use, follow social distances at workstations, and while interacting with the customers. The Hotel should be vigilant to monitor the temperature of staff and incoming guests to identify if there may any sick person to avoid further spread of coronavirus and shall report to concerned health authorities if anyone symptoms matching with COVID-19 (Shahbaz et al., 2020).
In the pre-Covid-19 scenario, restaurants were the places where people used to mingle and one thing that was missing then, was social distancing, however in the Post- COVID -19 world, social distancing has become a norm and while people still wary of eating out, proper planning and integration of technology can help in restarting the business with least staff/guest interaction. Let us imagine that we are in the pre-COVID-19 era. We would walk into a restaurant and would get escorted to a table of our choice. We would read out choices from an elaborate menu, that was hardly sanitized ever and touched by a million customers (Siddhartha, 2020). In the Post-COVID -19 world, such a scenario as above is kind of impossible, but technology can help in reducing the customer /staff interaction to a minimum here as well (Siddhartha, 2020). When it comes to table setting, W.H.O recommends that Whenever possible, the Hotel must have a maximum of 4 persons for 10 square meters. Tables shall be arranged such that the distance from the back of one chair to the back of another chair shall be more than 1 m apart and that guests face each other from a distance of at least 1 m (World Health Organization (WHO), 2020).
2.2.3. [bookmark: _Toc51712066][bookmark: _Toc68026259]Health and safety initiatives in Food and Beverage production
The main reasons for the increasing pandemic threat in the 21st century are: a rapidly growing and mobile world population; urbanization trends and the concentration of people; industrialized food production in global value chains; increased consumption of higher-order foods including meat; and, the development of global transport networks acting as vectors in the spread of pathogens (Gössling et al., 2020). COVID-19 transmission via person-to-person at the foodservice and retail sector is another matter, though nothing has reported on this critical aspect, but should not be equally ignored under the current rising situation. This does come under a food safety/food handling issue. Furthermore, individuals infected with the COVID-19 virus, whether they are ill or not showing symptoms, will actively shed the virus which can ultimately contaminate the environment, and anything located in that environment, including food products (Shahbaz et al., 2020).
After COVID-19, green and sustainable industries will gain more ground and receive greater support. The new business emphasis will be on reducing the carbon footprint, pushing natural and healthy food options, and promoting hospital hygiene and gyms compared to investing in mining or construction of new shopping malls and hotels. The dominating issue for the next few years will be health (Sharfuddin, 2020). While in the past food production was based upon quality and taste of the food, in the post-COVID-19 world another aspect to food safety has been added. Is the food that is being prepared COVID -19 safe. While most of the Hotels are concentrating on staff hygiene and temperature checks before letting them on the premises, there have to be thorough checks in place to make sure that food entering the premises is also safe (Siddhartha, 2020). This can be ensured by building a UV chamber right next to the delivery area or the room can be turned into a UV chamber. The food received can be held in the chamber and only after due sanitization should be let on the premises. This can be of great use in saving time as the staff can be assured that the food has been cleaned of the virus if any was present (Siddhartha, 2020). All staff in restaurants and kitchens will be required to wear face masks and gloves while they were serving customers and preparing food (Lo et al., 2006)
2.2.4. [bookmark: _Toc51712067][bookmark: _Toc68026260]Health and safety initiatives in House Keeping.
Smart hotels will be compelled to introduce contactless room service with robot waiters challenging the conventional outset of the tourism and hospitality industry (Samarathunga, 2020). Provide essential products: At the front desk, in common areas (lobby, workers’ breakroom, conference rooms, general bathrooms), & on cleaning carts (e.g.): - Effective, EPA-approved, disinfecting products - Hand soap - Hand sanitizer - Facial tissues - Disposable nitrile or latex gloves (Rosemberg, 2020). Since the occupancy rates for the hotels were extremely low, all hotels required their Housekeeping Departments to increase the frequency of cleaning and used bleach solutions two to three times a day in public areas such as guest lift lobby and public washrooms (Lo et al., 2006). Hotel housekeeping staff needs to be additionally trained in disinfecting the room once they do their routine cleaning. However, the hotels need to identify which surfaces can be disinfected and which will have to be replaced before reopening or declaring themselves Virus free (Siddhartha, 2020). Hotels may provide Single-serve sachets of amenities on demand. This could be chargeable or complimentary depending on the policy of the hotel. The same goes for teacups and glasses that were kept in the rooms. These can be hygienically cleaned and sanitized freshly delivered to the room on demand, rather than being cleaned in the rooms as practiced by most housekeeping staff (Siddhartha, 2020).
 While most hotel housekeeping staff are particular about personal hygiene, masks and gloves must be worn at all times while cleaning rooms so as not only to ensure that they don’t contaminate the rooms but also don’t come directly in contact with contaminants. In the post-covid-19 hospitality scenario, staff health checks will have to be done regularly till the time an effective vaccine is developed. Any staff showing signs of any form of the disease should be immediately reported to health authorities (Siddhartha, 2020). Surface clean does not define clean in the Post- COVID scenario and while the rooms pose the extreme challenge, due to several different surfaces, that are incorporated, it is essential that proper staff training in the use of cleaning liquids should be imparted (Siddhartha, 2020). The laundry once again can be UV light treated just to add an extra layer of security, that no germs or virus of any kind enter the bedroom. While most hotels are adopting the route of keeping the rooms closed for two days at least after checkout, rotational rota can be made floor-wise for the time being ensuring a certain number of inventories is always available for guests to check-in (Siddhartha, 2020).
2.2.5. [bookmark: _Toc68026261]Employee management measures
The biggest players in tech are hoovering up talent during the coronavirus pandemic (Barrero et al., 2020). The various policies on the lines of talent management are framed and adopted to keep the staff motivated and retain them for longer tenure with the organization (Nathan & Scobell, 2012a). The work environment can create motivation and reward if it is supported by nine factors: core values of the organization, leadership, employee aspirations, achievement, recognition, development, and role of work design, quality of work-life, balance at the work, and talent management (Nugroho et al., 2020). managers now recognize CSR and sustainability as “essential” for strategic operations, innovations, and talent management. Similar (Park & Levy, 2010). Competition for talents is increasingly fierce in the knowledge economy era. Thus, improving employee loyalty and maintaining effective competitiveness have become important concerns for enterprises (Kong et al., 2019). Attracting and retaining skilled and talented employees is a critical component of competitiveness for a firm (Hu et al., 2019).
Corporate Social Responsibility is essential for encouraging diversity and ethical governance could attract the best talent from the labor pool, regardless of race, ethnicity, or gender. A diverse workforce can promote innovative ideas to solve problems and provide cost savings, which enhances a firm's productive capabilities and in-creases a firm's operational efficiency (Yoon & Chung, 2018). Corporate social responsibility and ethics are thus becoming a vital part of staying competitive, partly because they help to retain talented staff and to satisfy customers’ expectations (Fang & Jiun, 2007). . Building “talent” is described as an inclusive approach to the learning and development of all staff, with particular emphasis being placed at this stage of organizational change, upon building “great managers”– able to “lead and inspire” their teams while carrying out their people management responsibilities (Francis & Baum, 2018). Hotels nowadays are focusing upon certain Human Resource practices about areas of “Turnover Management”, “Retention Management”, “Talent Management”, “Succession planning”, “Compensation Management”, “Motivation Techniques”, “Work-Life Balance” etc (Gaikwad & Shende, 2015).
Due to pressing talent shortages, talent management is becoming an important strategic area for the survival and success of both multinational and local businesses across the globe that compete for attracting and retaining talent (Tatli et al., 2013). A significant amount of the efforts in talent management goes toward managing the talent pool and developing career trajectories of the top talent in the firm. This may involve career path planning, setting up pipelines for succession, development programs, and a whole host of other implementable strategies for the high potential and/or high performing employees, as the organization sees fit (Hamid et al., 2020). Managing talented workers effectively is considered the most appropriate strategy for harnessing business competitiveness. Among other things, there is a need to focus on talent retention (Rudsada, 2016). As competition in the hospitality industry intensifies and shifts towards knowledge-based work, hotels need to manage talent flows, as the effective management of knowledge assets is often dependent on a small number of talented employees (Daghfous & Belkhodja, 2019).
2.2.6. [bookmark: _Toc51712069][bookmark: _Toc68026262][bookmark: _Toc51711889][bookmark: _Toc51712070][bookmark: _Hlk56374789]Employee motivation measures 
[bookmark: _Toc56502359][bookmark: _Toc56719438][bookmark: _Toc51256550][bookmark: _Toc51711890][bookmark: _Toc51712071]Motivation is a cause that distributes and supports human behavior that they work hard and are enthusiastic to achieve optimal results (Windolph, 2013). Focus is placed on identifying the conditions needed in successful corporate sustainability strategy implementation, i.e. on factors relating to organizational structure, organizational culture, leadership, management control, employee motivation and qualifications, and communication (Engert & Baumgartner, 2016). The independent Covid-19 parameters with five subscales; workplace isolation, lack of peer advising, lack of communication, family distractions, and role overload; occupational stress-causing factors; workload, role ambiguity, role conflict, social support, career, job-control and dependent factor performance with six subscales; task competence, employee motivation, commitment, non-job assignments, integrity, and co-workers were measured to study the cause and effect (Prasad & Vaidya, 2020).
[bookmark: _Toc57055391]The work environment can create motivation and reward if it is supported by nine factors: core values of the organization, leadership, employee aspirations, achievement, recognition, development, and role of work design, quality of work-life, balance at the work, and talent management Armstrong (Nugroho et al., 2020).  Several opportunities can be gained from a more ethical and participative approach to environmental and staff management. The greatest benefits are, among others, higher staff motivation and a greater degree of job satisfaction (Casey & Sieber, 2016). There is a significant relationship between leadership style on employees having improved the performance and motivation of all employees within the company (Nugroho et al., 2020). Motivation is a necessary starting point and can be crucial for the decisions in the company on who to involve and how to operationalize corporate sustainability (Windolph, 2013).
2.2.7. [bookmark: _Toc51712072][bookmark: _Toc68026263]Employee Retention measures
Countries are competing with a variety of incentives to lure visitors. However, persistent first waves that extended into July putting off tourists, further reducing tourism revenues and accelerated job losses and bankruptcies in affected countries. The example of Sweden’s response to COVID-19 in this regard will be described (Grech et al., 2020). Historically, creation responses to major reallocation shocks lag the destruction responses by a year or more. Partly for this reason, we anticipate a drawn-out economic recovery from the COVID-19 shock, even if the pandemic is largely controlled within a few months. Multiple economic forces contribute to a delayed creation response, as we discuss. Policy responses to major shocks and inherited features of the policy landscape can further stretch out the creation response, slowing the recovery (Barrero et al., 2020).In this regard, we discuss four aspects of U.S. policy that can retard creation responses to the pandemic-induced reallocation shock: Unemployment benefit levels that exceed earnings for many American workers under the Coronavirus Aid, Relief, and Economic Security (CARES) Act, policies that subsidize employee retention irrespective of the employer’s longer-term outlook, occupational licensing restrictions the impede mobility across occupations and states, and regulations that inhibit business formation and expansion (Barrero et al., 2020). 
The supporting policies predominantly include labor cost reduction policies (flexible employment policy, returning unemployment insurance, deferring social security payments, alleviating the burden of housing fund, and subsidizing staff training), tax deduction or deferral policies (reducing or exempting land use or real estate tax, postponing tax payment, simplifying tax payment and refund procedures, and deducting tax for donation expenditure), rent reduction policies, funding support policies (low-cost financial support, various financial services, green channels, and fast and easy access to loan), and energy cost reduction and ex- emotion policies (Hao et al., 2020). Conceptually, these are systems of non-work benefits for salaried workers, extending the standard unemployment insurance system in three ways; Allowing workers to work part-time, with the state paying benefits in proportion to the time not worked; more importantly in the current context, allowing workers to remain formally with the firm even if not working at all, a benefit to both the worker and the firm when an activity starts again; allowing for more generous non-work allowances than the typical unemployment benefits (Blanchard et al., 2020).
2.2.8. [bookmark: _Toc51712073][bookmark: _Toc68026264]Government incentives
The local government provided subsidies to hotels that served as hospital extensions, medical crew dormitories, and quarantine stations (Hao et al., 2020). In the face of truly catastrophic circumstances, many local government managers have stepped up and, rather significantly, provided leadership, calming guidance, and strategic vision to support the continued provision of essential services for their residents, even as the public health crisis intensified and spread (Dzigbede et al., 2020). Incentives for the young to go back to work were put in place.
The young going back to work face risk and also the discomfort of being temporarily separated from their families. They should be incentivized, for example by allowing them to participate in the profits of their companies and/or by integrating substantially their earnings with a significant cut of the tax wedge (Ichino et al., 2020). 
Research has shown that non-financial rewards and incentives such as recognition, respect at the workplace, good working atmosphere, etc. can increase employee involvement and motivation in the hotel employees to provide better or quality services (Ghebregiorgis & Ph, 2018).

There is a  “need to be creating incentives for organizations that follow best practices in respect of the waste management, that create penalties for organizations who [have] disregarded waste management initiatives” (Mabaso & Hewson, 2018). hotel compensation can be direct (salary and pay incentives) or indirect (health and unemployment insurance) (Ezeuduji & Mbane, 2017). Adequate incentives (loyalty points, free drink coupons, etc.) can be offered to encourage seasoned reviewers of the hotel to write reviews, no matter positive or negative. In this way, managers can better identify reviewers with expertise and may selectively focus on addressing their concerns to leverage the online social influence of these reviewers (Xie & So, 2018).  To be effective, sustainability must be integrated into organizational goals, internal incentives and evaluation systems, and organizational decision support systems (Amini & Bienstock, 2014). The government should look at altogether abolishing the tourism tax and assist the hospitality sector with more incentives. The government should also look at reducing the service tax for F&B operators as their business has been hit badly by Covid-19 (Shari et al., 2020).
2.2.9. [bookmark: _Toc51712074][bookmark: _Toc68026265]Embracing sales strategies
Hotels must apply self-save strategies to revitalize the cashflow, reduce non-essential costs, enhance operating capabilities, monitor cash flow predictions, and make dynamic adjustments promptly based on the ever-changing pandemic situation. Based on existing facilities and services, many hotels developed new functionalities and customer values such as hospital outplacement and quarantine station (Hao et al., 2020). They must also employ efficient methods and systems to reduce operating costs, such as by strategically closing, partially closing, or reducing the number of properties and facilities, postponing non-essential building and system maintenance, minimizing fixed costs, and cutting non-essential services. Hotels must also engage customers online and develop sales strategies such as advance sales, package sales (combining airfare, accommodation, local tours, and food and beverage), and flexible daily pricing strategies, based on the current situation (Hao et al., 2020).

Hotels in the future will have to focus on a room-based marketing strategy. Highlighting sanitization techniques and staff hygiene will become the key to attracting potential customers to their venue. The focus must change from providing ultra-luxury to ultra-hygienic accommodation, with stringent focus on a bacteria and virus-free environment (Siddhartha, 2020b) Promoting flexible-rates and allowing guests to move a booking to a new date is another key strategy to promote hotel business in compensation for emergency cancellations. Further, making some timely-modifications to existing hotel policies are also vital, such as Flexi- cancellation policies, Flexi-rates for all services, ensuring strict hygiene policies should be some of the key areas of concern (Ranasinghe, Damunupola, et al., 2020). It is highly recommended to use flexibility as one of the primary marketing messages as it will help to attract a lot of businesses. The prevailing situation, shows people are in fear of traveling to city limit accommodation centers, therefore, promoting remote accommodation centers is another main strategy to attract tourists (Ranasinghe, Damunupola, et al., 2020). Short-term strategies to consider In Sri Lanka which can be applied in the global tourism industry include, Attracting rich European millionaires only for beach holidays. The tourists can be airlifted to the hotel directly and other than the hotel staff no contact with anyone. Reducing the medical burden of the European countries by attracting older tourists to purposely built retirement homes in Sri Lanka for long stays (minimum 03 months. Longer credit facilities to be given to stable tour operators, Reduce imported food on the menu, serve A La Carte to minimize the leakages, and stabilize the Sri Lankan rupee (Samarathunga, 2020).

Sri Lankan diaspora can be invited to pay a visit with their foreign friends, this will result in getting the support of Sri Lankan diaspora to promote Sri Lanka by word-of-mouth and social media. The hotel should promote online check-ins and check-outs at the hotels to reduce contact points.  We-chat and Ali-pay payment methods should be introduced to Chinese tourists to pay in RMB.  Hotels to Prepare for the increased arrival of Chinese tourists and thus increase the number of Chinese speaking tour guides and other service personal  European Medical staff to be sent to Sri Lanka for Rest, Recuperation and Recreation at a later stage Promotion of Ceylon Tea with its health benefits  (Samarathunga, 2020). Sri Lanka to have more direct flights from focused tourist generating countries Promote distress and counseling programs with the Eastern way of thinking embedded with the Buddhist philosophy, Hinduism, and Ayurveda Small boutique hotels can be leased out to millionaires on a long term basis. International tour operators encourage their credit card companies to offer interest-free installments payments for customers on travel plans (Samarathunga, 2020). The Hotels should Look at small corporate meetings & incentives and pay attention to host online conferences using the webinar concept. Preparing the local communities to welcome and host tourists is an open policy that should be highly considered. Invest in alternative tourism product development and promotions. Using the tourist coaches for long-distance public transportation at a higher price with safety regulations. Introduce virtual tourism with creative videos, soundtracks from iconic destinations embedded with augmented reality. Plan to welcome younger risk-taking backpackers, who will travel to off-beaten destinations and live with the communities. Tourism authorities to prepare a Tourism Resilience Plan (TRP) to better manage situations like this in the future (Samarathunga, 2020).
2.2.10. [bookmark: _Toc51712075][bookmark: _Toc68026266]Lowering costs
The choice of “must-see” destinations, the provision of infrastructure and facilities to increase supply in the hope that demand will emerge, an obsession with reducing costs to attract new customers, the generalization of low cost, which applies to everything from air transport to accommodation and the local burger (Nathan & Scobell, 2012b). hotels need to reduce operational costs. long term Sustainable practices can help hotels in doing just that (Siddhartha, 2020). Hotels are changing fast with pressure to maintain profits resulting in new approaches to management, but there is concern that the development of systems has meant an over-reliance on these to control costs (Burgess, 2007). Hotels need to reduce operational costs. Long-term Sustainable practices can help hotels in doing just that (Siddhartha, 2020). With lower construction costs and higher operating leverage than traditional full‐service hotels, midscale hotels with food and beverage (focused‐ service hotels) such as Courtyard by Marriott, Hilton Garden Inn, and now Indigo are an important product type for new development (Sahlins, 2015). Many hotels are now realizing the enormous financial losses that result from poor quality food and services in their restaurants. The high Cost of Quality in hotel restaurants suggests that hotel management should establish measurements to manage and control these costs (Ramdeen et al., 2007).
Prevention of food and service costs can be achieved through Forecasting and managing customers demand for breakfast using multiple regression analysis are used to improve the accuracy of meals and staffing forecast, by forecasting breakfast covers and using the average breakfast check, the restaurant was able to establish stronger internal control over cash collection and reduction in errors, employees who are directly involved in food and service experience with the customers are encouraged to identify problems before they occur (Ramdeen et al., 2007). Extensive training of employees both at the front and back of the restaurant was done to enhance the entire customer experience, managers used simulations and role-play to help employees take a more proactive approach to identify all types of foodservice failures along with effective recovery strategies, the advance quality planning team consisting of the controller, food and beverage director, executive chef, restaurant managers and purchasing manager established action plans to ensure that failure does not materialize (Ramdeen et al., 2007). Further costs of hiring and developing new employees can be reduced if loyal and talented employees are retained for longer periods through continuous career development (Ezeuduji & Mbane, 2017).
2.3. [bookmark: _Toc68026267]Research Gap
My research area is an area that has not been covered widely due to the changing dynamics in the COVID-19 Pandemic, the uncertainty around the disease, and the search for a vaccine to get everything back to normalcy. The biggest challenge I had was accessing the required information as it is an area that has not been covered in depth. The Pandemic came about unexpectedly. More study is being and should be done around the recovery of the Hotels post the Pandemic.
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Figure 1Aconceptual framework on recovery measures in Star-rated hotels in Nairobi post COVID-19 Pandemic


[bookmark: _Toc68026269]CHAPTER THREE
[bookmark: _Toc68026270]RESEARCH METHODOLOGY
3.1. [bookmark: _Toc68026271]Research design
The research design used was descriptive research design with the use of questionnaires to examine recovery measures in star-rated hotels in Nairobi POST-COVID -19 Pandemic. 
3.2. [bookmark: _Toc68026272]Description of the study area
Nairobi County is Kenya’s capital city. Kenya has 47 counties in total and Nairobi is county number 47. From the Tourism regulatory report, the total number of Hotels ranked as per star ranking is 59, with 56 Hotels located in Nairobi County. , tourism in Kenya, In 2019, global visits to Kenya came to 2,048,334 in the year 2019, 1,423,971 to Nairobi, 128,222 to Mombasa. 27,447 tourists entered other airports by ground. Total arrivals in 2018 were registered at 2,025,206. Looking at 2009 statistics, Nairobi is a tourist hub as many tourists landed there. 2020 statistics will not be that positive as most countries starting with China imposed lockdowns barring touristic travel.
3.3. [bookmark: _Toc68026273]Population of study
The target population is star-rated Hotels in Nairobi. Star rating ranges from one star to five stars. From the Tourism Regulatory rankings, in the greater Nairobi ranking, there are 53 star-rated hotels out of 59. The rest of the 6, 3 are from Kajiado and 3 from Machakos. Below is a breakdown based on their star ranking. In the ranking, ranking starts at two stars.
[bookmark: _Hlk58250590]Five-star Hotels are 11 in total, the four star-rated Hotels are 19 in total, three star-rated hotels are 14 in total, two star-rated hotels are 9 in total. The total list is attached in appendix two.
3.4. [bookmark: _Toc68026274]Methods of data collection
Data was collected through a structured questionnaire.  The questionnaires were administered via email, hand-delivery where possible, through WhatsApp messenger, and on Facebook, the person who received the messages was the Human resource manager who forwarded them to any member of the management team from the Hotels’ departments on recovery measures in place post-COVID-19 Pandemic. The process of administering the questionnaire through the mediums involved a briefing on the aim of the questionnaires to clarify to the respondents the questions as well as a short interview on the same. Before the collection of data, the following requirements were be presented to the organization as a form of identification: A letter from the university stating the cause of the visit as well as identifying the individual as a student as attached in appendix three, School identification card as verification and a hard copy of the questionnaire.
The respondents were informed that their participation is optional, and one chose to participate or not to participate in the research. The research was anonymous and therefore the respondents were informed that the responses were strictly anonymous.
3.5. [bookmark: _Toc68026275]Data analysis
 The qualitative data analysis was be involved in explaining different information obtained through the empirical literature, this included an explanation of the findings while quantitative data analysis was be done through the data obtained from the field of study. The analysis was be done with the help of Microsoft Excel spreadsheets and google forms analysis. A factor analysis was conducted to determine recovery measures in star-rated hotels in Nairobi post-COVID -19 pandemic. Charts, graphs, and tables were used to represent the information. I analyzed the data based on the two-star to five-star rating category. The analysis seeks to answer the Human Resource measures, Government measures to Hotels and health measures per three departments which are Housekeeping, Front Office and Food and Beverage service and production.
3.6. [bookmark: _Toc68026276]Sampling design
The sampling design was a simple random sampling of Star-rated hotels in Nairobi with the distribution of numbers across the Hotels. Random sampling gives all the members of a population an equal chance of being selected. The number of star-rated hotels according to the tourism regulatory authority is 53 in total. 5 star-rated hotels are 11 in number, 5 stars rated hotels are 19 in number, 3 star-rates hotels are 14 in number and 2 star rated hotels are 9 in number.
I used simple random sampling where each Hotel had an equal chance of being sampled. 
All the 53 star rated hotels in Nairobi were sampled. I drafted 53 letters, had them stamped by Strathmore, and sent them to all Hotels via E-mail. 
  



[bookmark: _Toc68026277]CHAPTER FOUR
[bookmark: _Toc68026278]FINDINGS
[bookmark: _Toc68026279]4.1.  Introduction 
The general objective of the research was to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. This chapter presents the findings of the study and the analysis. The findings were presented using, pie chart after which the data was summarized into percentages. These discussed the background information, health and safety protocols in star-rated hotels, employee measures, and financial recovery measures.
[bookmark: _Toc68026280]4.2. General information
[bookmark: _Hlk68014389] The data concerning the general information from the respondents is first presented. The rest of the chapter is presented in order of the secondary research objectives. Out of the 53 listings of star-rated hotels in Nairobi to whom questionnaires were issued, the response rate was 18 respondents. 
[bookmark: _Toc68026281]4.2.1. Star-rating of the hotel 
[bookmark: _Hlk68018592] The Five-star hotels formed  33.3% of the respondents, the Four-star rating was 16.7% of the respondents, the Three-star rating was 33.3 % of the respondents, Two-star rating was 16.7% of the respondents (Figure 1).
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[bookmark: _Toc68026282][bookmark: _Hlk66526890]Figure 1.Distribution of the response rate of the Star-rated Hotels.

[bookmark: _Toc68026283]4.2.2. Recovery initiatives 
[bookmark: _Hlk68018508]Since the Hospitality industry was adversely affected, recovery initiatives had to be put in place. The study found out the importance of undertaking recovery measures. 66.7% of the respondents thought that it was extremely important to have recovery initiatives in place, 16.7% thought that it was very important,11.1 % thought that it was important while 5.5% thought it was somewhat important as shown in Figure 2.
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[bookmark: _Toc68026284]Figure 2. Recovery Measures are a mandatory initiatives that Star rated Hotels in Nairobi need to undertake post COVID-19 Pandemic so as to stay afloat. The extent to which the   Hotels focused on Recovery initiatives for the Hotels.

[bookmark: _Toc68026285]4.2.3. Knowledge on COVID-19 Pandemic
[bookmark: _Hlk68026716]A total of 88.9 % of the respondents knew about the COVID-19 Pandemic to detail while 11.1% were familiar with it. . Since the outbreak of the COVID-19 Pandemic, the mainstream media was vocal about the Pandemic, its spread, how people can contract, and what to do to prevent contracting the Virus, the ministry of Health had daily updates on the Pandemic. The Government did periodic addresses to the public while it laid out measures to combat the virus, after all the initiatives put in place, a large population had to know about the Pandemic, the reason for the higher percentage derived (Figure 3).
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[bookmark: _Toc68026286]Figure 3. Respondents level of knowledge regarding the COVID-19 Pandemic.

[bookmark: _Toc68026287]4.2.4. COVID-19 Action plan
A total of 83.7% of the respondents strongly agreed about having a COVID-19 Action plan in place,11.1% agreed to the presence of an action plan while 5.6% were neutral about the presence of a COVID-19 action plan as shown in figure four. An Action plan's primary motive is to chart the way forward for the Hotel in the face of the pandemic, move it forward and ensure its sustainability long after the Pandemic is over.
There was positive feedback about monitoring the action plan to ensure that it aligned with the set action plan. The implementation of the action plan was evaluated frequently to verify compliance, identification of current gaps, and adaptation of the plan to practical experience. Monitoring helped in making the necessary changes and closing any gaps that might arose. The Hotel mobilized enough Human and economic resources to put the plan into action. The hotel kept a logbook of the important actions and measures carried out to keep the progress of the action plan. Communication was maintained between Management and staff providing guidelines on how staff should communicate the action plan to guests and stakeholders to ensure alignment consistency.
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[bookmark: _Toc68026288]Figure 4. The hotel has put in place an Action plan to recover from the COVID-19 Pandemic effects.

[bookmark: _Hlk66269152][bookmark: _Toc68026289]4.3. Recovery measures in Star-rated Hotels post the Covid-19 Pandemic.
[bookmark: _Hlk66363162][bookmark: _Toc68026290]4.3.1. Health and safety protocols in star-rated hotels in Nairobi post-COVI
[bookmark: _Toc68026291]4.3.1.1. Health and safety initiatives at the front office
At the front office the measures that were put in place for the health and safety of staff included: Provision of germicidal disinfectant/wipes for surface cleaning, the use of Face/eye masks (separate or combined, face shield, goggles)were implemented at the Front Office,  provision of  Gloves (disposable) were availed to front office staff,provision of protective aprons (disposable) were made available for front office staff, full-length long-sleeved gowns were part of the front office staff uniform and provision of Bio-hazard disposable waste bags were  availed at the front office.
[bookmark: _Toc68026292]4.3.1.2. Health and safety initiatives in Food and Beverage service.
The respondents agreed that guests were reminded to sanitize and wash their hands before accessing the restaurant. The main reasons for hand wash and sanitization were to kill germs that thrive on their hands thus avoiding contamination. Other initiatives put in place included sanitization of the food and beverage surfaces, sanitization of the tables and chairs before service, sanitization of plates, cups, and cutlery before service, helping guests during service at the buffet area, tongs being changed frequently at the buffet area.
[bookmark: _Toc68026293]4.3.1.3. Health and safety initiatives in Food and Beverage production
Athe respondents agreed that cleaning and sanitization procedures were adhered to in the kitchen and other food production areas. this was done to minimize cross-contamination though no study has shown that COVID- 19 could be spread through food. The purpose of observing cleaning and sanitization procedures was a measure to protect staff against infecting each other.Other initiatives observed in the kitchen included staff following the hand washing and sanitization procedures effectively, cleaning of kitchen machines frequently.
[bookmark: _Toc68026294][bookmark: _Toc51712068]4.3.2. Employment measures.
[bookmark: _Toc68026295]4.3.2.1. Employee management policies 
Atotal of 50% of the respondents strongly agreed that there were employee management policies at the workplace 27.8% agreed 11.1% were neutral 5.6% disagreed while 5.6% strongly disagreed. Employee management policies are important because they focus on employed welfare at the workplace and their overall well-being. For employees to be able to work the government decreed that they needed a COVID 19 clearance certificate. 75% of the respondents agreed that their employees owned the certificate while 25% did not have(Figure 5).
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[bookmark: _Toc68026296]Figure 5. Presence of employment  management policies at the work place.

[bookmark: _Toc68026297]4.3.2.2. Employee motivation and retention measures .
A total of  88.9 % of the respondents agreed that staff welfare was  given the attention that it needed while 11.1 %of the respondents disagreed. A sum total of 83.3 % of the respondents agreed that staff retention policies had been put in place to cushion staff against the effects of the Pandemic while 16.7 % disagreed. Staff attention is very important as it gives staff job security hence making them work diligently thereby enabling the hotel to achieve the objectives.
[bookmark: _Toc68026298]4.3.3. Financial recovery initiatives.
[bookmark: _Hlk66532906]A total of  27.8% of the respondents agreed to there being help from the government to aid in their recovery while 72.2% disagreed that, no help came from the government to help in the recovery of their hotels. On sales strategies by hotels to speed up recovery, 98.9 % of the respondents agreed that hotels had adopted sales strategies to speed up recovery while 11.1 % of the respondents disagreed.When it comes to lowering costs in the Hotels 94.4 % of the respondents agreed that hotels had lowered costs to counter the adverse economic effects of the COVID-19 Pandemic while 5.6% of the respondents disagreed.
[bookmark: _Toc68026299]4.4. Summary of chapter
The study's general objective was to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. The data was collected and analyzed from 53 star-rated hotels in Nairobi. The findings revealed that recovery is an important aspect of any operation and that Hotels must always have a solid plan in place to stay afloat when faced with any challenges.




















[bookmark: _Toc68026300]CHAPTER FIVE
[bookmark: _Toc68026301]DISCUSSIONS 
[bookmark: _Toc68026302]5.1. Introduction
[bookmark: _Hlk66354609]This chapter represents a summary of the findings, conclusions, and recommendations of the data previously presented in the last chapter. The primary objective was to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. This chapter, therefore, presents a summary, discussions, conclusions, recommendations, limitations of the study, suggestions for further studies, and a summary.
[bookmark: _Toc68026303]5.2. Summary
The main objective was to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. The background of the study was done by reviewing literature material by authors who wrote on related topics. The research design used was a quantitative technique. Various star-rated hotels in Nairobi were able to answer the questionnaires issued to them. In summary, Star-rated Hotels in Nairobi have put in place measures to ensure their recovery from the COVID-19 Pandemic, a year after the Pandemic was declared by the World Health Organisation. Unfortunately for some hotels, they could not handle the heat and unfortunately had to close. Intercontinental Nairobi, Fairmont the Norfolk, Jacaranda Hotel, by the time I was doing this project, was facing an auction with court cases extending them time to recover. West breeze hotel in Nairobi, as of this time of doing the project, management was in the process of converting it into another venture, as it was seriously ravaged by the pandemic, and thus management had to formulate a plan to keep them afloat. 
[bookmark: _Toc68026304]5.3. Discussion
[bookmark: _Toc68026305]5.3.1.Health and safety protocols in star-rated hotels in Nairobi post-COVID-19 Pandemic.
Some solutions to the health challenges of Covid-19 will be found in physical adaptions, such as the spacing out of guests in accommodation and on airplanes.(Course & Systems, 2020).The study observed that in Restaurants where staff had to keep social distance when queuing, during seating arrangements and holding capacity at hotels had to be minimized to enforce the social distancing rule. Hotels were required to design and implement health and safety procedures for residents, staff, and visitors (Chang et al., 2020). The tourism and hospitality industry will experience strong changes in the months to come. Due to the global and local pressure on improved health standards, all the tourism and hospitality service providers will have to adapt with enhanced disease preventive and controlled methods for the health and safety of both in-house guests and employees(Samarathunga, 2020)The study found out that guests  were required to sanitize at the entrance and had their temperatures checked before being granted access to the premises. Staff were also protected by having been given the right uniform , sanitized and keeping social distancing in addition to wearing masks. In restaurant the number one consideration in post COVID- 19 will be on health and safety which interpret into hygiene and sanitation issues of the restaurant. The key role is to provide physical evidence of the restaurant concern for health and safety(Lakshmi, 2020).
[bookmark: _Toc68026306]5.3.2.Employment measures in star-rated hotels in Nairobi post-COVID-19 Pandemic.
The hospitality and travel industry have perhaps been most hard-hit, with hourly workers facing potential devastating hardships(Kumar, 2020). While many services such as administration, education, training, and libraries can be operated from home, the majority of front-line staff in sales-associated industries cannot work remotely. In particular, most tourism and hospitality employees cannot work from home (e.g., flight attendants, front-desk employees, cleaners)(Kang et al., 2021). The study found out that most hotels had to let go of staff in a measure to control costs. Riadil stated that the  question was about the spread of the coronavirus which the company have the need to make some adjustments with the main focus on protecting employees. He posed the question that,had the company or workplace issued a specialized policy to deal with the coronavirus or not(Riadil, 2020). Most Hotels had no policies at the work place to protect staff from the impacts of COVID-19 plus there were no policies to retain staff in the Hotels in the wake of the Pandemic.
[bookmark: _Toc68026307]5.3.3.Financial recovery initiatives in star-rated hotels in Nairobi post-COVID-19 Pandemic
Lanz et all suggested thatCommunicators, sales and marketers were to remain vigilant and modify marketing initiatives to be appropriate for the period of crisis and to be ready to welcome people back (Lanz et al., 2020)(Lanz et al., 2020). The study found out that Hotels had put in place sales and marketing measureds to welcome back guests post the Pandemic as a sure way to recovery.The study found out that there was little government intervention to help with recovery. When it comes to cutting costs; there was laying off workers, Closing facilities and floors/wings of lodging areas (e.g., hotels); Employees took vacation or unpaid leave;Hotels redirected their marketing and sales; There were iscounted packages to boost their hotel occupancy; Some employees were laid off,; management salaries were;Hotels Worked actively with industry associations and governments; They offered large discounts to lure customers back and changed strategic plans; They used guest rooms for purposes other than accommodation(Rodr & Alonso, 2020). With the current situation, everyone is looking forward surprisingly to the future(Ranasinghe, et al., 2020).
[bookmark: _Toc68026308]5.4. Conclusions
[bookmark: _Hlk68026933]The study sought to examine the recovery measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. Recovery and sustainability is the most important aspect for Star-Rated Hotels to survive in a post Pandemic era.. Measures have to be put in place based on Health and safety protocols, employee measures, and financial initiatives to steer full recovery..
[bookmark: _Toc68026309]5.5.  Recommendations
The first objective was to determine health and safety protocols in star-rated hotels in Nairobi post-COVID-19 Pandemic. The areas under focus were the front office, food and beverage service, and food and beverage production. My study recommends the provision of long-sleeved gowns to be part of the uniform at the front office. When it comes to food service, guests should be assisted during service at the restaurant to avoid the risk of infection amongst the guests. In the kitchen, kitchen equipment should be always clean and sanitized before use.
Secondly, the study wanted to establish the employment measures in star-rated hotels in Nairobi post-COVID-19 Pandemic. this study recommends possession of the COVID-19 certificate as required by law for all staff. Hotels should also come up with employee management policies to take care of employee’s welfare and all matters concerning employees at the workplace.
Finally, the study seeks to evaluate the financial recovery initiatives in star-rated hotels in Nairobi post-COVID-19 Pandemic. it recommends that hotels should be on the look-out for government incentives to help with recovery. More ways to boost sales should be formulated to bring in income so ask to sustain the hotels and ensure their recovery. The study highly recommends alternative ways of getting cash flow into the hotel through aggressive marketing, having flash sales in place, and going the extra mile to attract new customers and retain loyal ones.
By the time of doing the study, the COVID -19 Vaccine had been introduced into the country with essential service provides having been marked as among the first to be vaccinated, beginning with the medical staff, after which it will trickle down to the rest.  
[bookmark: _Toc68026310]5.6. Limitations of the study 
In seeking to determine health and safety protocols in star-rated hotels in Nairobi post-COVID-19 Pandemic, the study had various limitations which are outlined as follows.
a) Some hotels were not willing to share their information as they have policies against participating in any form of research.
b) Some hotels withheld their contact information, so there is no way that they could be reached.
c) Other hotel's email addresses that had been displayed on their websites; mails were not going through as the email addresses could not be found.
d) When it comes to calls, most of the phone calls were not picked.
During the study, I gathered that most staff, especially administrative staff, worked from home to minimize staff exposure to COVID -19. This could be a possible reason as to why it was hard to establish contact. 
There are a few regrets that came in, stating that they were out of the office and would give alternative contact’s which gave zero responses.
[bookmark: _Toc68026311]5.7. Suggestions for further studies 
The study sought to determine health and safety protocols in star-rated hotels in Nairobi post-COVID-19 Pandemic. A corporate sustainability theory approach should be used in future research to validate the proposed recovery strategies for Hotels' full recovery post-COVID-19 Pandemic and other Pandemics that might directly affect the Hospitality and Hotel Industry as this one did. With the Vaccine having been brought in, there will be a shift in the Industry hopefully to full recovery.
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This questionnaire seeks to examine recovery measures in star-rated hotels in Nairobi POST-COVID -19 Pandemic. It is divided into four sections. Please note that completing this questionnaire is voluntary and the information you provide is anonymous and strictly confidential. Your responses will be used for academic purposes only. The questionnaires will be analyzed collectively, and no individual response or questionnaire will be traced to the respondent or their company. For any further clarification, feel free to contact Bernice Imbiaka Tel: +254705664005
SECTION ONE.
Background Information
1. What is your designation? *

2. What is the Star rating of your Hotel?
Mark only one oval.
One Star
Two Star
Three Star
Four Star
Five Star Other:

3. Recovery Measures are a mandatory initiative that Star-rated Hotels in Nairobi need to undertake post-COVID-19 Pandemic to stay afloat. To what extent does your Hotel focus on Recovery initiatives for Hotel?
Check all that apply.
Extremely important
Very important
Somewhat important
   Not so important
Not at all important
4. What is your level of knowledge regarding the COVID-19 Pandemic?
Other:
Check all that apply.
I do not know what it is
I have heard the name but I do not know exactly what it is
I am familiar with COVID-19 Pandemic
I am well versed about the COVID-19 Pandemic

5. The hotel has put in place an Action plan to recover from the COVID-19 Pandemic effects
Mark only one oval.
Strongly Agree
Agree
Neutral
Disagree
Strongly Disagree
6. The implementation of the action plan is evaluated frequently to verify compliance, identification of current gaps, and adaptation of the plan to practical experience Mark only one oval.
Yes
No
7. The Hotel has mobilized enough Human and economic resources to put the plan into action
Mark only one oval.
Yes
No
8. The hotel keeps a logbook of the important actions and measures carried out to keep the progress of the action plan
Mark only one oval.
Yes
No
9. Communication is maintained between Management and staff providing guidelines on how staff should communicate the action plan to guests and stakeholders to ensure alignment consistency Mark only one oval.
Yes
No
10. Management has informed staff of the measures to be adopted that could protect their health and that of others
Mark only one oval.
Yes
No
SECTION 2.
Variable 1: health and safety protocols in star-rated hotels in Nairobi post-COVID-19 Pandemic
This section of the questionnaire seeks to pose questions on the various Health
 
and safety  protocols Hotels will/have engage/d in



Health and safety initiatives at the lobby/front office
11. Are Germicidal disinfectants/wipes for surface cleaning Tissues available at the front office?
Mark only one oval.
        Yes
      No

12. Is the use of Face/eye masks (separate or combined, face shield, goggles) implemented at the Front Office?
Mark only one oval.
Yes
No
Other:

13. Are Gloves (disposable)availed to front office staff?
Mark only one oval.
Yes
No
Other:

14. Are Protective aprons (disposable) made available for front office staff?
Mark only one oval.
Yes
No
Other:

15. Are Full-length long-sleeved gowns part of the front office staff uniform?
Mark only one oval.
Yes
No
Other:

16. Are Bio-hazard disposable waste bags available at the front office?
Mark only one oval.
Yes
No
Other:

Health and safety initiatives in Food and Beverage service
17. Are guests reminded to sanitize and wash hands before entering the restaurant?
Mark only one oval.
Yes
No
Other:

18. Do guests handle serve themselves at the buffet area?
Mark only one oval.
Yes
No
Other:

19. Are tongs changed frequently at the buffet area?
Mark only one oval.
Yes
No
Other:

Health and safety initiatives in Food and Beverage production
20. Are cleaning procedures adhered to in the kitchen?
Mark only one oval.
Yes
No
21. Do kitchen staff follow the hand wash and sanitation procedures effectively?
Mark only one oval.
Yes
No
22. Are kitchen machines cleaned frequently?
Mark only one oval.
Yes
No
Health and safety initiatives in House Keeping
23. Has the housekeeping department been provided and trained on the usage of Personal protective equipment?
Mark only one oval.
Yes
No
24. Is daily and routine cleaning and disinfection taking place at the hotel premises surfaces?
Mark only one oval.
Yes
No
25. Are there health and safety measures put in place to protect Housekeeping staff from infection?
Mark only one oval.
Yes
No
26. Are there safety measures put in place to protect the Guests from Infection?
Mark only one oval.
Yes No
27. Has housekeeping staff been trained on how to handle and store sanitizing and disinfecting equipment?
Mark only one oval.
Yes
No
28. Has the housekeeping staff been trained on how to identify incidences concerning sick guests?
Mark only one oval.
Yes
No


SECTION 3.
Variable 2: The employment measures in star-rated hotels in Nairobi post-COVID-19 Pandemic
This section of the questionnaire seeks  to determine the employment
 
measures put in place by Hotels post COVID-19 Pandemic



Employee management measures
29.	Are there employee management policies at the workplace?
Mark only one oval.
Strongly disagree
Disagree
Neutral
Agree
Strongly agree
Employee motivation measures
30.	Is staff welfare given the attention it needs?
Mark only one oval.
Yes
No
Employee Retention measures
31.	Are there employee retention policies to cushion staff in case of pandemics such as COVID-19?
Mark only one oval.
yes
No
SECTION FOUR
Variable three: financial recovery initiatives in star rated-hotels in Nairobi post-COVID-19 PandemicThis part of the questionnaire seeks to determine the financial recovery
 
measures in place for star rated hotels post COVID-19 Pandemic




Government incentives
32.	Has the hotel received any help from the government to aid in recovery post the COVID-19 Pandemic?
Mark only one oval.
Yes
No
Embracing sales strategies
33.	Has the Hotel adopted any sales strategies to speed up the recovery process post the COVID-19 Pandemic?
Mark only one oval.
Yes
No
Lowering costs
34.	Has the Hotel lowered costs in its operations to counter the adverse economic effect of the COVID-19 Pandemic?
Mark only one oval.
Yes
No
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	Numbering
	Hotel Name 
	Star rating 

	1.
	Intercontinental Nairobi
	Five Stars 

	2.
	Radisson Blu Hotel Nairobi
	Five Stars 

	3.
	The Sarova Stanley
	Five Stars 

	4.
	Villa Rosa Kempinski
	Five Stars

	5.
	Fairmont The Norfolk
	Five Stars

	6.
	Sankara Nairobi
	Five Stars 

	7.
	The Boma Nairobi
	Five Stars 

	8.
	Crowne Plaza Nairobi Airport
	Five Stars

	9.
	Tribe Hotel
	Five Stars 

	10.
	Dusit D2
	Five Stars 

	11.
	Hemingway’s Nairobi
	Five Stars

	1.
	Hilton Nairobi Limited
	Four Stars

	2.
	Crowne Plaza
	Four Stars

	3.
	Hilton Garden Inn Nairobi Airport
	Four Stars

	4.
	City Lodge Hotel At Two Rivers
	Four Stars

	5.
	Southern Sun Mayfair Nairobi
	Four Stars

	6.
	Eka Hotel
	Four Stars

	7.
	Sarova Panafric Hotel
	Four Stars

	8.
	Silver Springs Hotel
	Four Stars

	9.
	Nairobi Safari Club
	Four Stars

	10.
	The Panari Hotel
	Four Stars

	11.
	Nairobi, Ole Sereni Hotel
	Four Stars

	12.
	Windsor Golf Hotel and Country Club
	Four Stars

	13.
	Fairview Hotel
	Four Stars

	14.
	Weston Hotel
	Four Stars

	15.
	Golden Tulip Westlands
	Four Stars

	16.
	Pride Inn Lantana Apartments and Suites
	Four Stars

	17.
	Executive Residency by Best Western
	Four Stars

	19.
	House of Waine
	Four Stars

	19.
	Carnivore Restaurant
	Four Stars

	1.
	Ibis Styles Nairobi Westlands
	Three Stars

	2.
	Azure Hotel
	Three Stars

	3.
	Best Western Plus Meridian Hotel
	Three Stars

	4.
	Ngong Hills Hotel
	Three Stars

	5.
	The Heron Portico
	Three Stars

	6.
	Pride Inn Raptha Nairobi
	Three Stars

	7.
	Sportsview Hotel Kasarani
	Three Stars

	8.
	Kenya Comfort Suites
	Three Stars

	9.
	La Masion Royale
	Three Stars

	10.
	The Clarion Hotel
	Three Stars

	11.
	Boma Inn Nairobi
	Three Stars

	12.
	Utalii Hotel
	Three Stars

	13.
	Marble Arch Hotel
	Three Stars

	14.
	Fahari Gardens Hotel
	Three Stars

	1.
	Jacaranda Hotel Nairobi
	Two Stars

	2.
	Town Lodge
	Two Stars

	3.
	Central Park Hotel
	Two Stars

	4.
	After 40 Hotel
	Two Stars

	5.
	Summerdale Inn
	Two Stars

	6.
	Eton Hotel
	Two Stars

	7.
	Zehneria Portico
	Two Stars

	8.
	Kahama Hotel
	Two Stars

	9.
	West Breeze Hotel
	Two Stars



Table 1A: Classification of star-rated Hotels in Nairobi based on the Tourism Regulatory Authority classification register
(Tourism Regulatory Authority, 2019)

























[bookmark: _Toc68026317]Appendix three
[bookmark: _Toc68026318]Hotel introduction letter draft

Bernice Imbiaka
School of Tourism and Hospitality
Strathmore University
P.O BOX 59857-00200
Nairobi

08/02/2021

The Human Resource Manager
(Name of institution)
(Address of institution)
Nairobi

Dear Sir/ Madam, 

RE: RESEARCH PROJECT INFORMATION: RECOVERY MEASURES IN STAR-RATED HOTELS IN NAIROBI POST-COVID 19 PANDEMIC. 

My name is Bernice Imbiaka a 4th-year student at Strathmore University, pursuing a degree in Bachelor of Science in Hospitality Management. As a school policy, all 4th-year students must undertake a research project, which is a requirement for graduation. I am therefore doing a research project on Recovery measures in Star-rated Hotels in Nairobi post-COVID-19 Pandemic.  
I have chosen your institution as one of my sample studies and I highly appreciate your kind assistance in providing me with the relevant information about my research problem. Any information that is shared in the attached questionnaire will be treated with the utmost confidentiality and will be used for nothing more than for academic purposes that have been initiated by the university. It will remain at our discretion and will not be given out to competitors.

Your valuable time and information put into this research will be highly appreciated. 

Thank you very much.

Yours sincerely,

[bookmark: _gjdgxs]Your signature
Bernice Imbiaka
061234
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