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Abstract:
COVID-19 pandemic has created a threat to mankind around the globe. People are compelled
to stay at home; industry and the society are facing a lockdown that is heading the economy to
a rock bottom recession. Hospitality industry with high overheads and operating cost is going
to face a big problem to reinstate to its normal pace. The hospitality industry in Raigad district
is still in a developing stage hence a proper research is very important for its sustainability
post COVID-19. The research revolves around the most important component that is the
customers and focuses on their preferences and expectation from the hospitality industry of
Raigad district that will be changing due to the trauma developed due to COVID-19. It also
finds ways, policies, strategies and practices that will help the hospitality industry to sustain
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Introduction
The outbreak of pneumonia of unknown cause detected in Wuhan, China was first reported to
WHO Country Office in China on 31st Dec 2019. This outbreak was eventually declared a
Public Health Emergency of International Concern on 30 January 2020 and was recognized as
a global pandemic on 11th March 2020 by WHO.
Coronavirus disease (COVID-19) is a critical respiratory disease caused due to infection
caused by Severe Acute Respiratory Syndrome Coronavirus 2 (SARS-CoV-2). As per the
guidelines of WHO, almost one out of each six people who get diseased by COVID – 19
become seriously ill and advances with difficulty to breathe. The common symptoms seen in
the infected person are body aches and pains, nasal congestions, runny nose, sore throat or
diarrhoea, dry cough, tiredness and fever. Senior citizens and people with causal medical
history of high blood pressure, heart ailments, cancer, chronic respiratory diseases or diabetes
are more prone to develop this serious disease.
Covid-19 is extremely contagious and infectious virus. It spreads from person to person very
rapidly through the minute droplets blown out by an infected person during coughing or
sneezing. COVID-19 survives in these droplets fallen on the objects or surfacesor clothes
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exhaled by an infected person. When other person touches these surfaces or comes in contact
with this virus it gets stuck to his hands and while he touches his eyes, nose or mouth he is
risked to introduce the virus to his own respiratory tract. Other situation can be inhaling of the
droplets exhaled by sneezing or coughing or spitting of an infected person.
The COVID-19 virus takes time to show its symptoms in a human which is between 1-14 days
with an average of 5 days, this period is called as incubation period of the virus. Currently
there is no vaccine to prevent coronavirus or cure the infected person. Precaution is the only
cure for destroying this virus. Hence once a person is detected or suspected with infection by
the COVID-19 he is kept under quarantine or isolation whether he exhibits any symptoms or
not.
Indian Council of Medical Research (IMCR) states Coronavirus has four stages of
transmission: Introduction of the disease, Local transmission of the disease, Community
transmission of the disease and large scale outbreak/epidemic
The medical professionals’ advice the following precautions:
 Wash your hands at regular intervals for 20 seconds, with soap and water or sanitize with
alcohol-based hand rub.
 Cover your nose and mouth with a disposable tissue or flexed elbow when you cough or
sneeze
 Avoid close contact (one metre/ three feet) with people who are unwell or who a prone to
be. (Social distancing)
 Stay home and self-isolate from others in the household if you feel unwell
 Do not touch your eyes, nose, or mouth if your hands are not sanitized or washed by soap.
Raigad is a district in the state of Maharashtra bounded by Thane district to the north, Pune
district to the east, Ratnagiri district to the south, and the Arabian Sea to the west. The
hospitality industry of Raigad district is still in a developing stage which experiences a
seasonal kind of business. COVID-19 has tremendously impacted the tourism and hospitality
industry worldwide, Raigad district is not an exception to it. Experts have already predicted
that the post COVID-19 impact will lead many hospitality ventures to bankruptcies, closure of
businesses and mass unemployment.
Currently according to worldmeter.info (2020, 28th April) more than 210 countries have
shown confirmed infected cases crossing 30, 64,902 with 2, 11,611 deaths (19%) and 57,540
critical (3%). Some rigorously affected countries apart from China are USA, Spain, Italy,
Germany, France, Iran, UK, Turkey and Switzerland. India has registered 29,451 infected
cases and 939 deaths.
Review of Literature
Hospitality.Netmagazine (2020, April 27) published that COVID-19 has pressurized almost
every sector of the world economy. It has made thousands of planes grounded, closed
restaurant, cafe and got the travel and tourism industry at a halt. Mankind is at an
unprecedented moment globally. Joblessness and lost income are heading towards its peak.
With social distancing rules and restrictions on outside eating to avoid spread of COVID-19,
food retailers have been compelled to reinvent their business models to maintain cash flow.
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The Hindu Business Line(2020, Mar.19) predicted that cascading effect of COVID-19 will
make the hospitality industry in India suffer losses up toRs.620 Crores. It will experience
major layoffs of casual and contracted staff which forms approx.15%-20% of total hospitality
employment.
Gloria Guevara, WTTC President & CEO (2020, March 13)mentioned that due to the
outbreak Up to 50 million jobs (12-14%) are at risk in the sector globally, International travel
could be adversely impacted by up to 25% this year, and the industry could take up to 10
months to recover after the outbreak is over. IATA estimates that global airlines will need an
emergency fund of up to US$ 200 billion in their fight for survival
The Economic Times (March 19, 2020) published that The Federation of Associations in
Indian Tourism and Hospitality (FAITH) brought to the notice of prime minister Mr Narendra
Modi that tourism industry is in dreadful straits due to the COVID-19 pandemic. The sector
is falling short of working capital due to staff salaries, EMIs to service, advance tax, PF,
ESIC, GST, excise and other state levies etc. that may result in bankruptcies, closure of
businesses and mass unemployment. FAITH urged Government to support more than ever at
this brink of collapse with remedies like complete GST tax holidays for next 12 months.
Deloitte (March,2020) recognised the maturity level shown by the hospitality sector by
working together, exhibiting their true hospitality commitments by helping out the society in
possible way they can. For example: Making their property available for hospital beds and
hospital employees.
MandeepLamba (April2, 2020) stated that the Indian hospitality industry is undeniably one of
the major causalities of COVID-19 pandemic. Suspension of Visa, airlines grounded, global
travel advisories, lockdown and imposition of Section-144 in India has brought down the
demand of hospitality products to an all-time low. Foreign Tourist Arrivals (FTAs) into India
(particularly leisure travellers) has come down to nil and their demand is not expected to pick
up in near future. Apparently domestic tourism can only be the key to revival. Government
role is very crucial.
The COVID-19 outbreak has brought down the hotel sector in India to its knees; following
recommendations are done for the Government of India for the speedy recovery and combat
the economic effects.
 Incentive packages to stabilize and support the sector like Workforce Support Fund to
ensure no job loss.
 Moratorium of 6-12 months on all loans, including overdraft.
 Credit rating agencies do not down-grade ratings of business due to instability in business
in coming year.
 Subsidies on Heat-Light-Power (HLP) costs(largest fixed cost) should be extended in lieu
of the fall in oil prices.
 Travel, tourism and Hospitality sector should be provided with
 Provide a 12-month corporate tax holiday to travel, tourism and hospitality sectors.
 Leave Travel Allowance can be introduced to be part of the new income tax slabs.
 Annual renewal of licenses paid for year 2020 should be extended till the end of year
2021.
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Hospitality industry has to proactively take several precautionary steps and more dedicated
efforts to alleviate the immediate impact and quickly adapt to the rapidly changing business
environment. To aid with the same, following measures were recommended:
Hotels should develop and implement a “Stop Gap Plan” to benefit from the upswing when
the demand bounces back.
The plan should include:
 Reopening plan and Budget provisions for professional operations on recommencement of
business.
 Implementation of subtle social and digital media marketing strategy to develop
communication lines with the key customers
 Communication and relationship with suppliers to calculate their capacity to re-engage
with the hotel requirement.
 The return of business will bring more demanding customers. Hence an efficient and
trained reopening task force team is important to bridge the gaps.
 Prudent cost saving measures should be implemented and any form of expenditure that
may not lead to direct revenue benefit should be avoided.
 A Quarter to half yearly initial working capital credit line should be established
 Hotelier should believe in promoting value-added services and flexible booking terms
instead of reducing rates with a ‘long-term’ outlook.
 Ensure that the hotel is complacent with any revised government and brand norms related
to health, hygiene and sanitation.
Yuki Hu, Eva Liu & George Yu (Mar4,2020) stated the following measures to recover rapidly
from COVID-19 consequences:
 Predictions about the speed of market recovery should be realistic, not exaggeratedly
pessimistic.
 Hotels should continue to maintain promotions and sales through various channels like
Facebook, whatsapp, telegram, website etc. during the epidemic and post epidemic.
 They should imply in corporate social responsibility practices like providing food to the
needy, food grains and supplies donation, funds donation to the Government etc. They
should actively respond to appeal from the government, communities and Hospitality
associations. This will help to endorse an optimistic public image.
 Marketing teams should focus on the consumer behaviour pattern by analysing and
forecasting the future commercial trends, market segmentation and customer profile
changes post COVID-19.
 Hotels may also consider proposing extended-stay business like utilizing hotel rooms as
serviced apartments to help contribute to a stable cash flow.
 Practice strict social distancing and disinfectant practices like Self-services with artificial
intelligence technologies, digital payments like Google pay, room control via mobile app,
room cleaning by specifically trained/screened room attendants, circulation fresh air
system and floor drain to prevent aerosol infection.
 The hoteliers will be required to concentrate on hygienic aspects resulting in redesigning
of table layout and seating effectiveness in restaurants due to changes in customer
preferences.
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Hotels have to focus on creating healthy environment with display of indoor air quality,
fresh-air systems like ozonators, high-quality bedding, guest room hand sanitizers,
nourishing & organic food supplies, airport charter vehicles in clean and disinfected
condition etc., to improve service quality and customer satisfaction.
 Forecasting of cost supplemented with control measures to minimize the cost with the
coordination of all the departments of the hotels.
 Cash flow disruptions can be counteract by cost controlling practices like negotiation with
suppliers to extend payment cycles, seek for rent reduction and reduce on brand
management expenses.
“Pain is temporary. It may last for a minute, or an hour or a day, or even a year. But
eventually, it will subside. And something else takes its place. If I quit, however, it will last
forever.”- Eric Thomas.
Join the nation and mankind to fight with COVID-19 and help each other. The future of our
industry is very bright, our outlook remains positive and better, healthier days lie ahead.
The future of our industry is bright, we need to maintain a better and positive outlook, and
certainly healthier days lie ahead.
Objectives of the study
1) To understand the concept of COVID-19 and its relationship with performance of
hospitality industry.
2) To find out the measures for the hospitality industry to sustain post COVID-19.
3) To research and analyse the preferences and expectations of the customers from the
hospitality industry in Raigad district.
Hypothesis
Null Hypothesis (H0):There will be no significant relationship between COVID-19 and
performance of hospitality industry.
Alternative Hypothesis (H1):There will be significant relationship between COVID-19 and
performance of hospitality industry
Research Methodology
Primary Data
A quantitative research approach is aimed with a well-designed close ended questionnaire
made of a combination of dichotomous , MCQ(one response and multiple response), rating
likert scale and an open ended question which seeks suggestions from the potential domestic
tourists willing to visit destinations in Raigad district. The questionnaire is circulated by
simple random sampling method among sample size of 110 residents in Pune area through
Google forms- digital survey app medium.
Secondary Data
The secondary data is collected from referring magazines, internet websites, research journal
etc.
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Data Analysis & Interpretation
The data was collected from 110 respondents with the following occupations:
Service - 81, Self-employed - 20, Business -7 and Retired- 2
For hypothesis testing a Paired T-Test(statistical procedure) was applied by the
researcher to compare two population means between two samples in which observation in
one sample can be paired with observation in the other sample. The purpose of the test is to
determine whether there is statistical evidence that the mean difference between paired
observations on a particular outcome is significantly different from zero.
Table: Paired T-Test and CI: COVID-19, hospitality industry.
Variable
N
Mean
S.D
S.E
P-Value
COVID-19
110
3.500
1.346
0.128
0.001
Hospitality industry
110
4.493
0.629
0.060
Difference
110
-0.993
1.451
0.138
95% CI for mean difference: (-1.267, -0.719)
T-Test of mean difference = 0 (vs ≠ 0): T-Value = -7.18 P-Value = 0.001
Decision: Here P-value=0.001 < 0.05. Hence we Reject Null Hypothesis (H0) and Accept
Alternative Hypothesis (H1) at 5% Level of Significance (LOS).
Inference: The stated alternative hypothesis is accepted as, there is a significant relationship
between COVID-19 and performance of hospitality industry.
Many messages are on the roll on social media appealing the citizens to opt for domestic
tourism with an intention to support the economy post COVID -19.

Support Domestic tourism
40

41

Yes
No

29

May be

37.3% respondent agreed with the social responsibility towards nation building by supporting
the hospitality industry and local vendors at the tourist destination. 36% were not sure due to
anxiety or safety reasons, while 26.4% denied of any such plans. Hence it becomes very
important for the hospitality industry to plan out various marketing strategies or favourable
packages in order to attract this chunk of the market.
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COVID19 impact on customers decision on
tourism
60.00%
40.00%
20.00%
0.00%

COVID19 has a big impact
on customers decision on
tourism

COVID-19 has traumatized the customers severely, 41% have agreed and 24% have strongly
agreed to the statement. Hence it becomes very essential for the hospitality industry to gain
trust in their mind by ensuring that highest level of hygienic and safety practices are followed.
It also becomes important that some kind of guaranteed assurance is given to the customers of
certification by local government bodies or competent authority.

Preference pattern of the customers
6.40%
32.70%

10.90%

Just after the final lockdown
is over asper GOI guidelines.
22.70%

Just after COVID-19 infection
is over
After three months post
COVID-19infection
After six months post COVID19infection

27.30%

The preference pattern of the customers about going on a vacation to a tourist destination
seems to be more defensive, only 16% showed their willingness to go for vacation before the
infection is gone totally, 22.70% are planning three months post COVID-19 to ensure that the
infection is completely gone. A strong momentum can be expected post six months in
domestic tourism. It can be interpreted that hospitality industry can plan with lucrative
packages if they wish to have good turnover in the initial six months post COVID-19.

Preferred tourist destinations from Raigad
district
14.40%
31.50%

Alibaug

15.30%

RAIGAD

Shrivardhan &
Harihareshwar

38.70%

Matheran

Shrivardhan & Harihareshwar is the most preferred tourist destination followed by Alibaug.
Matheran even being a heritage destination needs to study why it is losing on the customer’s
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choice and Murud need to improvise on its marketing strategy and other required aspects to
improve its preference rankings.
Healthy and hygienic practices
at tourist destination/hotels
affects customers decisions

Priority in decision making for
selection of a hotel in Raigad
district
70.00%
60.00%
50.00%
40.00%
30.00%
20.00%
10.00%
0.00%

Strongly Agree
Agree
Neither Disagree nor
Agree
Disagree
Strongly Disagree
0% 10% 20% 30% 40% 50%

COVID-19 has made remarkable changes in human behaviour , it has not only changed the
lifestyles but also the priorities of the customers for a long period to come.The above chart
presentation clearly reflects the importance of healthy and hygienic practices along with the
prioriry pattern which the post COVID-19 customers will be demanding. The hospitality
industry should strive hard to develop that assurance in the mind of customers if they wish to
regain its business as before.
Following are the customer’s expectation from the hospitality industry in Raigad district: (The
data has been collected on a likert scale with 1-Least important and 5-Most important)
Importance of Availability of
hand sanitizer at the entrance

Importance of provision for
body temperature check at the
enterance

80%
60%

60%
40%

40%

20%

20%

0%
1

2

3
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Availability of hand wash sinks with
soap dispenser in various places like
restaurant, lobby, recreation area,
gym, swimming pool, etc.

Frequent sanitization of premises by
mopping and wiping of public areas
with appropriate disinfestant solution
80%

100%

60%

40%

50%

20%
0%

0%
1

2

3

4

1

5

2

3

4

5

Assurance of sanitization of the hotels room after every guest
check out.
100%
50%
0%
1

2

3

4

5

The bar chart presentation clearly communicates the expectations of the customers is going to
be totally different post COVID-19, the data reveals that they are totally demanding in terms
of measures to ensure their health, safety and security.
The majority customers (74%) are very keen on insisting the Government bodies to provide
training to the employees in applying COVID-19 precautionary practices and certify the
hospitality premises with a compliance certificate given by a competent authority before the
commencement of the business post COVID-19.
Necessity for all hoteliers/ restaurant to have COVID-19
training & compliance certificate to resume the operations by
competent authority in Raigad district.
23%
3%

Yes
No
74%

May be

The majority of customers will give their preferences to the hotels who will offer accessibility
to the kitchen for ensuring that health safety measures are been followed. Hence hotels in
Raigad district can advertise their consent for the same which will help in developing trust in
their customers mind.
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Preference to hotels offering accessibility to the kitchen to
ensure health safety measures are followed in Raigad district
29%

Yes
No

9%

May be
65%

Almost all customers have expectations that the hospitality industry of Raigad district should
strictly make their food handles i.e. Chefs and waiters to wear hand gloves and mask to ensure
there is no contamination from them to the customers.
Expectation of food handlers
(Chefs/ Waiter) wearing
protective wear like mask, gloves
12%
etc
Yes
0%

No
May be

88%

The customers have shown their consent to pay more to the hotels and restaurants in Raigad
district for the following the guidelines post COVID-19 . The pie chart shown below reflects
that majority (52%) customers have understood the importance of maintaining hygiene and
sanitization. They know the extra efforts, inconvienience and expenses caused to the hoteliers
hence they are ready to pay them for this gesture of social responsibility.
Ready to pay more for the hotels/ restaurants following
all guidelines for post COVID-19
32%

52%

Yes

No
May be
16%

Suggestions to the hospitality industry in Raigad district
 The management or owner should start with budgeting, marketing policies, supplier
discussion for the post COVID-19 commencement of business.
 It should utilize this lockdown time for developing new menus or recipes, developing and
implementing online training modules for COVID-19 education & preventive practices or
upgrading its staff etc. Development and training of the staff with post COVID-19 SOPs.
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They need to develop a check-list involving all the activities identified which are essential
for re-opening like areas to be sanitized, employees medical fitness certificate, new
equipment to be purchased post COVID-19 etc.
They need to find ways to avoid cash flow disruptions that might occur once the operation
resumes, at least for first six months.
Identify cost saving practices for implementation during operation.
They should try to carry on with the social responsibility activities like creating awareness
about COVID-19 among their customer database and locals, distribution of food packets
to the vulnerable sector of the society etc.
They can continue to market their services on social digital medium like Facebook,
whatsapp etc. along with the awareness message about COVID-19.
The customers are highly traumatized due to COVID-19 hence the industry should start
planning and have to implement various hygienic and COVID-19 preventive practices like
providing sanitizer and body temperature check at the entrance, hand wash facilities with
soap at many places in the hotel, wearing of gloves and mask by staff, regular sanitization
of premises and rooms. The modern equipment like ozonators for sanitation can be
utilized.
They should be ready to permit customers in their kitchen area or back areas to ensure that
the safe practices are actually followed by the staff.
It should strive to get certification of compliance of Anti-COVID19 efficiency from the
Government or competent authority. The Government should also come up with this kind
of certification after training the staff and inspection of premises as per the Anti-COVID
guidelines developed by them.
They should avoid shutdown, lay-off or reducing wages of the employees, instead with a
positive attitude it should find ways to managing funds and increase income once in
operations.
The customers are ready to pay more for safe and hygienic practices followed by the
hotels, hence should not believe in reducing the room rent to attract the customer instead
they can market as they are providing these provision with no extra charges.
4-star and 5-star hotels can get themselves audited by agencies like Diversey Inc. and
follow the guidelines for best practices and professional recommendation related to
standard elements of infection control, standard of hotel cleaning, self-examination
process and disinfection of hotel premises.
The hospitality industry should display posters educating personal hygiene, right way to
wash hands, Precautions for preventing spread of the disease at the strategic points in the
hotel and restaurants.

Conclusion
COVID-19 is a very fast spreading pandemic that has got the whole world on its knees. It has
immensely affected all sectors of the world economy. Hospitality industry is not an excuse.
Even though the industry is at lockdown this is the right time to plan on strategies and
implementation post COVID-19 so that the economy will bounce back to its normal pace in
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an accelerated way. If this is not done the whole world will risk itself to rock bottom of
recession.
The hospitality industry in Raigad district is still in a developing stage and is domestic
customer driven. The customers are very much shattered by the COVID-19 hence the safe and
hygienic practices is must for the hospitality industry in Raigad district in order to gain the
confidence to the customers. The industry should also start with management functions like
budgeting, planning marketing strategies, drafting S.O.Ps in relevance to post COVID-19
operations. Financial provisions will be the most important aspect because they are already
weak because of lockdown. They need to identify sources or provisions for uninterrupted
operational cash flow in the business for supplies, rent, labour marketing and overhead
expenses. They should try to apply technological edge tools to make self- automated and
artificial intelligent activities. Proper hygienic safe anti COVID-19 practices along with
efficient management principles will help to sustain and grow to new heights.
It is indeed a difficult phase but it will for sure subside and after that the hospitality industry
in Raigad district as well as all around India will continue to progress and flourish soon.
References











Milind Desai (March 30, 2020)-COVID-19: Can analytics help the travel industry to
recover from the breakdown- medium.com
The Hindu Business line (March19, 2020) Article: Corona impact- Hospitality industry to
suffer losses up to Rs. 620 Cr.
Anumeha Chaturvedi (March 19, 2020) -COVID-19: Hospitality industry seeks PM's
help-Economic times
Deloitte(March 2020)-Article-Impact of COVID-19 on the hospitality industryHospitality taking pro-active financial steps to mitigate impact.
Mandeep S Lamba, AkashDatta, Dipti Mohan(April 2, 2020)- Covid-19: Impact on the
Indian Hotels Sector-Hotel online- The B2B news source
Yuki Hu, Eva Liu & George Yu - IDeaS (March 2, 2020)- COVID-19 and the global
hotel industry: A roadmap to recovery-Phocuswire magazine.
Collector Office Publication-Raigad Tourism Book-www.raigad.gov.in
https://www.worldometers.info/coronavirus/
https://www.goodreads.com/quotes/1188139-pain-is-temporary-it-may-last-for-a-minuteor
https://www.who.int/health-topics/coronavirus#tab=tab_1

Volume IX, Issue VI, JUNE/2020

Page No : 683

