Crisis Management in Managing Hotels in Labuan Bajo During
The Covid-19 Pandemic

ORIGINALITY REPORT

O.. O, Os .

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS

MATCH ALL SOURCES (ONLY SELECTED SOURCE PRINTED)

9%
* bircu-journal.com

Internet Source

Exclude quotes Off Exclude matches <1%

Exclude bibliography On



Crisis Management in
Managing Hotels in Labuan

Bajo During The Covid-19
Pandemic

by Thyophoida Wanty Suryani Panjaitan

Submission date: 30-Sep-2021 03:15PM (UTC+0700)
Submission ID: 1661419198

File name: 2-ANGGA,_IDA_-_LABUAN_BAJO.pdf (898.08K)
Word count: 5719

Character count: 30582



| _._ . '—E ‘j —_['_'_T-*_‘i

r.-‘l- _‘q"":u..

Crisis Management in Managing Hotels in Labuan Bajo During
The Covid-19 Pandemic

Reynaldo Angga Siagian', Gregorius A. Berybe?, Thyophoida W5, Panjaitan’
HPalirekaik el 8w Commadas, fodanesia

Ireiversiies Katolit Darme Cendika, ndmesia

.lirwu.ﬂll.l\.l..ﬂrq.'rllmr|1.mﬁ |,‘-\l.ll||'.l|',| (P

8

Abrstract H-;'_'_;'wnrd,s

Thié Conid- 10 pandenie i the begiing of 2020 haet d sigifieany =" T EES magEment
impacs o all npes qt!l'umnﬂ which remited i o crisis inooll Sty

rvpes of businesses in Lobuan Bajo, one of which was sie hatel @ﬂ

foran effont mﬂrmmmwhdumyhb;ﬂm Bajo. lfheg,l".uﬁ.e

stranezies corviva o by the govermment in an ofird ie grow ihe

OOM SCCHNTCY Tle iy Hnﬁﬁwﬁcﬂmnu the heel
l:'fd.ﬂl'lﬁl'

mmm}- mm'mmm; sum,i.ruwum o t:.'m? o il
Kot Tt each hoted has beplemesed and niade i e
i termy of service fo consumery bosed on the CHSE, e

"g}ii?g‘n'iaimp will provide substdies or finds itended for the
rohase of foals related o hondlin ,_;:ﬂwnmhmnmrm

J'n mﬁnﬁ'ﬁanl miving @ CHEE Certifi

CONENER e b&]’q:l.'.l‘ar _pﬂ'kﬂq’, expectally during the Covid 19

< whbeh peive attentlon to cleanliness,  health, and
sustainability, s hotel management in offeving and carrying out
ol aperantonal denivittes peyvs attention e the Bealiy Hfestile of
OIS,

I. Introduction

The existence of the COVID-12 pandemic has resulted in o orisis i all businesses,
therefore companies must prepare methods and H[Eﬂtcgit’."s that must be camsed out so that the
exisiing cnsis canned become a barmer for companies in carrying out their business activities,
which iz often. called cnsis management, The COVID-19 pandemsc has had an impact on
many aspects, one of which has an impact on the eansportation business sector due o the
policy of limiting the use of transportation services which will have an impact on economic
detivities on 4 national and global scale and have an impact on the tourism indusiry
(McKibbin and Fernando, 200400, The Covid-149 pandemic caused everyone to behave beyond
normal limirs as usual { Sihombing, 20200, The fear felt by the peblic about the deadly Covid
% vimns has put pressure on the government and the business world. and will have a long-
term impact.
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The COVID-1% pandemic bas hod &8 major impact on the hotel sector where the hotel
indusiry has suffered greater losses than the previous crisis. Where the average income per
mom (RevPAR) decreased by almost 90% in the second quarter of 2020 and it 15 estimated
that this condition will continue te decline, due 1o the enactment of travel bans amd the feeling
of Fear of tounsts being stranded (Courtney. 220}, Therefore, there is an urgent need for the
aviikiability of practcal gusdelines that will belp the hotel indestry become more resilient
during the pandemic.

Research comducted by Chen {2011 stated that when the SARS (Severe Acule
Respiratory Syndrome) epidemic occurred in 2003, it resulted in a decrease in hotel room
income. where the decresse was more than six times compared to the 1999 earthquake and a
decresse of more than five times, tmes compared to the 2000 LIS rerrorist sitack, The resulis
of this study are in line with those of Chen (2007 and Chen et al. {20005) who stated that
duning the SARS pandemic, it oot enly had an impact on decreasing hotel revenues but also
had an impact on increasing the discount rate on the performance of the hotel industry stocks.

There i sull litde research that discusses the impact of a disaster or pandemic on the
tourism industry, as well a5 relevanl responses from the government o overcoming the
impact of this situation, This mesearch can be an anportant platform o help the toursm
industry and government agencies o leam from past experiences. and develop strategies to
avoid similar things happening again ( Faulkmer, 2001 ),

Labuan Bajo. which is ocated in East Musa Tenggara {NTT) is an archipelagic tourist
areg and has become one of the most popular pew tourst destimstions in Indosesia besides
Bali. where Labusn Bajo is famous for its natural beauty, diverse beaches and seas. and
Komodn dragons. became one of those who felt the negative impact of the Corona virs
pandemic n 2000, The tounsm sector 15 the argest economic sector Tor the government and
the people of Labuan Bajo. with the pandemic causing the number of domestic and foreign
toufist visits o decrease, one of which is the implementation of a lockdown in the country
other. The decrease in the number of tourist arrivals resulted in & significant reduction in
ingonne, while expenses Tor accommadaton costs continwed and the stalf needed o be paid,
making husiness owners expericnce difficulties in supporting their businesses.

Druring the Covid 19 Pandemic, restaurants and hotels businesses o keep running had
to roduce certain activities, reduce employees and productivity, which vltimately greatly
affected the profitakility of the travel and recrestion industey {Lee and Chen, 20200, For
decades research related 10 negative shocks to tourism has hardly attempted to link the impact
af health Factors with towrism, The existence of Covid 19 can be a starm o see how
management in the tourism sector is trying to deal with crises that ocour due to disease. The
evolution af the spread of discase and its impact on the economic sector, especially toursm is
sl mar known with certanty, this makes it difficult for podicy makers 1o formulste policies
to overcome them {Warwick and Fernando 20200,

I1. Review of Literatures

To better understand the negative impact on the tounsm sector caused by COVID 19,
an inedepth study of 1ounsm acters and policy makers 5 peeded to understand the direct
impact of COVID 1Y and how crisis manag@uent must be carmed oot by stakeholders or
argamzaliom] managers (0 be able 1o fix it This study ams 1o explore crizis and disaster
management for tourism, especially in the hotel industry by considering a strategic approach
from the =ide of hotel management and local stakeholders in order o maintain the active
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trcws of the hoted industry in the Laboan Bapo arca. What strategies need to be taken to be
able to 1ift their Iotel again after this pandemic period ends in the Labuan Bajo aneas,

This study otilizes information obtained from news media sources, strategic responses
from hatels, 15 analyvzed and then mapped through an integrated strstegic crisis managemerl
mewdel {Ritchie, 2004; Ritchic, ot al 200011,

Accarding o Santana (in Alzoubi and Hisham. 20200, crisis management is
continupus and haolistic effort in an organization cificiently i an effort to understand and
prevent crises, as well a3 manage 1t with the imerests of stakeholders in mind. According 10
Fullchis fin Oktanni and Gavatei, 20200, crisis management regquires the mole of Public
Belations. where public relations plays a mole in the process of formulating and implementing
strategies in an effort 10 deal with crises and publish existing information 0 the public or the
public. both intemal public and external publics.

Faulker (20017 states that @ cnisis or disaster can be described a6 ', The direct challenge
15 & test to measure the organization's ability to overcome it In responding to a cnisis, an
urgent decision must be msde by management 1o be able o rehabsilitste the existing situario,
Faulkner (2001 ) T.lnintsi out the key clements of a-crisis situation such as 'a). the existence of &
triggering Event, the impact of which is s0 significant that it dismapts the existing routine
operuating structure and continuity of the organization: by, The threat level is high where the
decision time is short, and there 15 an element of surprise and urgency.,

According 1o Parsons ( 1996 there are three types of crises, namely:

I, Immediate crisis. where there is almost noe warning when the crsiz comes therefore the
organization cannot research the problem or prepare pre-crisis plins,

2. Crises that arise, the development of the crisis is slow, and the impact can be stopped or
limited by the sctions of the organizanon,

3. Continuous crises ., cnses that last for weeks, months. even years,

Crisis mamagement can also be defined as: “a continuous and comprehensive integrated
effort by an organization to effectively understand and prevent a crisis, and to manage it
effectively when a crisis occurs by considering every step of planning and training activities
during a crisis” {Santapa, 2003) 208 In responding o a crisis, vsually, management is urged to
make decisions that are not part of normal operatnng procedures (Anderson, 200605, Designing
ared mplementing policies refated to good and strategic crisis management s 8 complex
miateer, due 0 the fragmented nature of the woumsm sector, and the socio-political context i
the crisig site which differs in charsctenistics and duration i each crisis. {Movelli e, al, 20083,

There are several stratemies in dealing with the crisis in tourism. Mair et al. {2014 the
N strategnes wed in post-crisis marketing include improving the perception of an ongoing
disaster. For long-tetm recovery, involvement and control in the media and marketing is
carmied oot o improve the image of the tounst spot (Avraham, 2006 Armstrong, 20085, The
government is an important part in implementing a number of strategics (o deal with the crisis
where the main foeus i safery and securiy as well as providing financial assistance 1o the
tourism industry, especially to help business sectors affected by the orisis, developing new
toursm prodiucts, as well as marketing and promotion after the crsis (Gurtner , 200165 Tse 1
al., 2006). Finally, effective crisis management means that senior management must mangge
the impact of the crisis on various parts of the organizatien, such as information systems,
operations and human resources (Hickman & Crancall, 1997; Anderson, 2006} Several
concepts related to the criis in lourism with several cotepories and wath ditferent types of crises,

Mokercher (1999 stres that the ensis model will provide posdelines for the
management of a crisis that has ocourred, bat fails o respond specifically to @ health: crisis.
There are several conceptual frameworks in management theory developed for the wumsm
sector in times of crisis. This study uses the methodology created by Ritchie (20041 which is
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compared to the model crented by Faulkner (20001 ) Ritchie's model combines the cycle of a
crisis and the framework of strategic manazement o deal with & crisis (Novelli et al,, 2008),
The world health agency (WHO) has also announced that the corona virus. also called
COVID-1Y, is & global threm worldwide (Ningoom . 2200,

Ritchies {20040 comceptual framewodk has theee stages: (1) Pre-crisis planning, {2
crisis Fesponse and recovery. and (3) future resolution and leaming (Novelli et al., 20018). The
impartant thing refated 1o planing domng a disaster s the need for flexibility on the part of
the warkforce to be able to avoid uncertainty when a disaster occurs (Pollen, TER).

I11. Rescarch Methods

This research is a qualitative method, in which data collection focuses on the hael
industry. Field dota collection using Rapid Situation Analysis (R5A) and literature studies.
The wse af this approech in depth is better able (e onderstand a erisis that occurs in the hotel
indusiry and can also see opportunitics or opportunities for recovery in times of cnsis. REA
ifderprets the opinions and opiniens of local participants i which the results of the analysis
ey be wsed as reflection and troms formation after the crisis,

Collecting dsta using o Rapid Siwation Anslysis spproach supported by several
methods of observation, participation. depth interviews with stakelolder groups. and
informal conversations. This rescarch consists of four stages. namely:

I. Literature research (eg government statements, journals and mass media)
2. Feeld observations in the public and private sectors

A, Bemi-structured interviews in the public and private sectors

4, Resulis of formal and informal discussions

The informants in this study were: (1) managers from the hotel business unit, (2) the
government amnd representatives from NGOs in the Labuan Bajo area o strengthen the
snalysis from u policy perspective.

A well & conducting research on several different affected sectors as well a5 polcy-
making sectors that manage w0 get oul of the crisis and it is hoped that understanding
regarding management behavior from the tourism side in responding to the COVID-19
pandemic phenomenon e be explained,

Table 1. Understanding Regarding Management Belavior from Tourism Side in Besponding
to the Covid 19 Pandemic Phenomenon

Participant Type Code Number of [nerviewees
Government Representative Peml-Pem3 3

'L B L], G2 2

Haonel LEAL-LSAS 5

Total 10

Diata analysis beging with analysis of various data collected in the field. Data is
collected from the results of the interview activithes will last for 200 o 20 minetes, wsing asdio
and =0 om. The recording of the interview will be transferred in the form of & transcript. will
be rranscribed. Mext, an interpretation of the answers Trom the informans will be carried out
and finally on analysis will be carried out. In on effort o maintain anonymity. participants
will ke given acode 1o represent their profession or work ares,

4166




IV. Discussion

Crisis management requires effective leadership, can communicate with stakeholders
and external parties, can make decizions, the ability o convinee the public, active advocacy,
delegation and coordination of resources and provide effective responses, wnd engage in
stimulating good partnerships with stakeholders { Alzoubi and Hisham, 200204,

4.1 Crisis planning n Touri=m Accommodation

Pridesux et al {2003 ), said that g dissrer con be deseribed a8 a disaster whose existence
cannot be predicted bot can only be done by conveying information and contingency plans
that are carried out in the form of regulations or through reactive responses, The rapid growth
of tourism in Labuan Bajo while the rules that serve as a reference for tourism arcas ane still
few ar not ver perfected in an effort (o maentain safe and good tounsm, The Labwan Bae Ciny
CGiovernment stated that regulations related to dongerous diseases were not yet avalable, and
that there were more regulations on natural disasters such as landslides and earthquakes,

Hotel management (L5 A1) stated that the COVID-1Y Pandemic cansed hotel mevenoes
in Labwan Bajo to expersence a significant decline, this wias becaese the Labuan Bajo woursm
market focused on foreign tourists, so there was nothing the hotel could do because of the
lockdown, frestrictions on counines in the world, Five-siar hotels have managers who can
understand things related to sctions that must be taken in responding to emergencies when a
disaster occurs, When disasters ocour, such a5 earthquakes and pandemics that ocour
unexpectedly or occur suddenly, the hatel focuses more on cost efficiency because a disaster
will be followed by a decrease in wisitors {LSAS), In addition, MSMEs or small-scale tour
and travel businesses during the COVID-19 pandemic did not yer have a clear disasier
manag:mcnt :'ﬂ:l'l.ltl!ga-'.

4.2 Sirategy for Uoping with OO0y 1Ly 14
o, Hummin Hesources Strafegy

The hotel management in dealing with the COVID-1Y pandemic needs o make
improvements in terms of cost efficiency i the hotel, One of the hotel's higgest expenses is
staff salaries. During the COWID-14 pandemic, there was a decline in room occupancy mies
in the hatel industry and the hotel industry in Labuan Bajo was no exception. Due to the non-
fulfillment of the geest quota every month, it encourages the HRD Manager to take a decision
to reduce the burden due to paying stalf salaries, Research conducted at hedels in Labuan
Bajo stated that in relation o the presence of staff, the policy was not 1 dismmiss lrpe-scale
dismissals but to mate during the working week or one month of work. Where based on
interviews with hotel management it is said that emplovee arangements are in an ¢ffort 1o
reduce costs through shift arrangements, where half of the existing cmployeess work for 2
weeks, while the other hall of emplovees will be laid off for 2 weeks and vice versa,

The policy of most hotels in Labuan Bajo is to keep their staft even with almost non-
exisent guest quatas due o mantanng room by room and also mooms 1o be cleaned whether
or not there are guests And again some hotels have the belief that the situation will change
where COVID 19 will be successfully tamed and towrizm will bounce back where at times
when things are back o nommal the hotel o sccommodation will be able o call the staff,
Hotel management stated that the hotel still maintains the telephone contact of each of the
staff who were lapd of f and several tmes invited them e join events that we held at the hoel,
Because later the pandemic is over. its a bit difficult o find good staff and good experience
{LSA 2),

In addstion, it 5 very important to have good and continuous communication between
hotel managers and staff 1o mantain frendship, The purpose of hotel management is (o retain
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cxisting stafl in an effort to mamtan the quality of service provided by the hotel compared to
ecruiting new  staff whose guality is unknown, Besides, on the other hamd, with the
stipulation of policies 10 maintain existing staff and the implementation of shifts. it will have
an impact or nisk on saff who are soll working the possibility of being exposed we COYID-
1%, the sbsence of health insurance, an increase in workload as & result of the reduction in the
number of staff with a higher workload teman the same, as well as additionnl exie work o
emsire the implementation of health protocols in all hotel areas dunng the pandemic
{Rosembera, 20001

b, Service Management Strategy within the Hotel

Dunng the COVID- 19 pandemic, every hotel in carmying our hote] operational sct vities
carries out Standard Operating Procedures. Based on the results of research on hotels in
Labuan Bajo, it can be said that on average they alrendy have bandling related 10 covid 19,
Today the discussion places more emphasis on what things the hotel should do so that it can
provide services that are safe from the COVID-19 wirus and how o do it antcipating that
consumers infected with the vinus cannol enter/stay o the hotel.

In an effort 1o anticipate this, every hotel swaff is given trmning related to SOPs that
apply during COVID 19, Every staff who has direct contact with consumers in providing
services will be given training on how o provide the right service without offending
consumers aml still satnsfving consumers . In additon, it is attempied when providing
services not close o customers (LSA 3). In addition, the hotel management stipulates that
when guests check i af the hotel, a safe distance between consumers has been enforced o
marked so that o sofe distanee will be created between one another (LEA 2). Therefore, every
employesstaff must understand the SOP rules that apply during the pandemic so it is hoped
that when visitors come, each staff can explain to consumers ahowt the procedures that exist
at the hotel, namealy what can and cannot be done while in the hotel, at the hotel. This all aums
to convinee consumers that they will be protected while in the hotel =0 that it will foster a
sense of confidence in consumers (Valle, 2020},

More preventive measures to stop the covid 1% virus that can circulate due to defaults
that come from stalf or guests, managers make rules that focus on cleailiness and health
mesunes. including cleaning romms with aleshol. sproying aleohaol in hallways, disinfectants
placed in every room. routinely cleaning tables and chairs after they are used by guests. In
addinon, it alsa closes public facilities that have the potential i be used repestedly by guesis,
There are nlso hotels that partially cover the hotel living room sofas o avoid viruses that
could patentially be carned by outside guestz (LSA 4],

To maintain the impression and message from the hodel to consumers that the hotel has
implemented hvgiene and health standaeds in accordance with the SOP during COVID 19 in
several places, writings refated to the cleanliness procedures of the COVID 19 era have been
posted, Staming from entering the hatel, placing an order a1 the fromt office, use public
fecilities in and outside the hotel (such as guest seating'sofa, uze of the bathroom, service to
guesis in the wailing room and restaurant, and others),

. Clost Strategey

Hotel management requires a large amount of money on a daily basis. Under normal
comditions, cost efficiency can be met due 1o an incresse i ounsistounsts who come,
especially during high season, During the COVID- 19 pandemtic, there was a decrease in the
mom occupancy rate while the costs incumed were relatively not reduced, ranging from
electricity costs, room cleaning costs, laundry, restaurant costs, garden cleaning costs,
logistics and statt salary payments. Mot to mention counting the losses cawsed by goests
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canceling room reservations that have been booked previously and have become a separate
cabeulation for every secammodation, especially hoels,

Seeing the situation, the hotel management must implement & strategy in an effon o
redisce costs that are nod 100 impertant, to sireamling aperations, and o monitor cash fow,
We cut operating costs, we close fucilities that are not used. and minimize unnecessary use of
facilities {LSA 43 Many managers make policies by reducing their staff by half (o redoce the
burden of paving salaies, Not only that, with a decrease in guesis ranging from daround 8-
O}, the staft that has been reduced has also been rotated.

In the logistics department, the hotel w0 longer provides or stores botel and restaucant
necds for @ long period of time. "Just buy enough. Especially food items even though we
have o refngerstor bat because it hasnT been used for o long tme because no one ordered i
makes the situation not fresh anymore. (1L5A5). They prefer to buy goods sccording to their
neds for the next few days according ta the number of geests and futire orders,

Apart from the human resources side. hospitality must focus on the policies issued by
the relevant government agencies and seek financial assistance from the authorities. Currently
in terms of government policy. there is a policy that i devoted o toursm sccommodation
arcund Labvan Bajo which "issues a policy of incentives and relaxation in the feld of
taxation For taxpayers" (Gov3). this policy is quite hefptul 10 lighten our burden for this year
(L5ALY On the other hand, the government issues bealth protocols based on Cleanliness,
Health. Safery, and Environment Sustainability or CHSE. If it i known that each hotel has
implemented and made improvements in terms of service to consumers based on the THSE,
the povernment will provide subsidies or funds intended for the purchase of wols related 1o
handling COWID 1% in the hotel aren. In addition, giving a CHSE Cenificate to a hotel will
create a feeling of security for consumers o stay at the hatel,

They must also pse efficient methods and systems o reduce operating costs. such &
strategically closing, partially closing, or reducing the number of properties and facilities,
deloying non-cssential building and system maintenance, minimizing fixed costs, and cutting
non-gaseniial services, Hodels should also engage customers oaling and develop sales
sirategies such as upfront sales, package =ales {combining airfare, sccommodation, local
touirs, amd food and beverage), and flexible daly pocing strategies. based on the current
situation. Furthermore. a5 o community with a common goal, hotel brands must work closely
with their parenml companies to overcome financial constraints. Many international and
domesic hotel chains have reduced management and fraonchise fees, waived marketing and
system fees, and offered discounts and pandemic prevention materials {Zhang et al., 2020},

., Besolution and Evalugbon

I an effoct to restore the corrent situatian, it is very impodrtant for the government and
the hodel industry in Labuan Bajo to have a strategy that will be carried oot in an effor to
increase ourist visits wihich will have an impact on increasing room oocupancy rafes, Ritchie
{2004} states that resolutions snd evaluations during the pandemic and after are very
important o do in onder to see the direction of the existing strategies on the mtemal side of
the hotel., while on the external side it is seen from the policies set by the central and regional
govermments. Therefore, the hotel industry needs o make changes, one of which is i the
services provided, such as innovating the prodects offered by paying attention to health
protocols, designing marketing strategies, distribution channels, and consumer consumpticn
patterns that are in accordance with conditions during the pandemic, Gallen. 20200, Where
the marketing strategy is carried oot not only in terms of improving the products and services
provided o consumers but alse needing o show health protocols an the hotel and always pay
attention to cleanliness that is always maintained =0 that consumers who decide to stay st the
hodel will feel safe from the COVIE 19 vires while staving, .
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In addition, the government {Pem 2) stated that other efforts that the government and
hoted industry could take in increasing touri=l visits were by inereasing the use of mass media
in promating the existence of tounsm objects and hotels in Labuan Bajo, where the display of
advertisements wis more vaned and emphasized more on hygiene, and cleanliness which is
part of the Health protocol during the pandemic and post-Covid 1% pandemic, Hotel
managerment must also maximeze the use of existng facilites such as places to stay, provide
catering. and provide places for consumers 0 quaranting (Hao, Xiza, and Chon, 2020 3, In
addition, using digital media through OTA (Online travel Agency) and streaming channels to
display available products. a means 1o interact with consumers, and pramote sales actvities
{Xu, 2020,

Anather impact of the COVID-19 pandemic s changes in consumer preferences and
changes in consumption behavior patterns of tourists. Therefore, the hotel must identify what
consumers need and want today, for example, customers pay more attention o cleanlingss,
health, and sustainghility during the p@t-COVID-19 era (Valle_ 20207, In connection with the
behavior pattern of consumers, the hatel management in offering and carrving out hotel
operational activities emphasizes o healthy lifsstyle, establishes and implements social
distancing in the hodel apd reduces the occurrence of conlact belween exizling guesls,

The hotel can also maximize the use of digitalization in an effort o improve the
efficiency of the services provided and stabilize the quality of services, a5 well as cary ot
pavment activities wsing applications or mobile payments in order o redece dinect
interpersonal service contacts in an offort to reduce the rsk of spread. and ultimately increasce
comsumer confidence in clean and hygieme hotel service environment, The hatel managzemen
during the transition after COVID-1% also needs a digita] marketing strategy in an effort o
redch potential consumers, especially millesnial consumers and foreign consumers, Ii
addition, digital operational sctivities in hotel management ane camied out w0 develop hotel
strategies that are safer and will be trusted by consumers,

V. Conchision

The existence of the Covid-19 pandemic at the begmning of 2020 caused enormous
challenges in various business fields, one of which was in the hospitality industey. In dealing
with the existing crisis, the hotel industry in Labuan Bajo reguires crisis management in
carrying out hotel management in order (o capture the existing phencmena that cawse Iosses,
Crisis management is needed in an effort to anticipate changes that cocur in operational
mianagement, human resources, and the biggest impact on hotel finances,

Therefore, management flexibility is needed in the event of a crisis. On the HE =ide,
there is flexibility of employees at the managenal level, especially during work time by daing
alternate mdations and moles in work that do not only focus on one job desk but can switch
fumctions to do other teks, this is due toa reduction in the member of employvess i an effort
to make savings in expenses and reduced number of room occupancy.

Hotel mamapement in operational activines wses digitalization 10 improve service
efficiency and stahilize the quality of services provided to customers, and payment systems
with spplications or m-tanking to redece direct contact between employess and customers o
redice the risk of the spread of covid 19 and will increase customer confidence in the
environment. clean and hygienic hotel services. Therefore, the hotel must pay attention to the
hvgiene and cleanlingss of the hotel and follow the Health prooes] in accordance with the
provisions set by the government. has become a rule and o hobit that is carmed out doring
activities in the hotel,
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