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Introduction 
he hospitality industry is one of the greatly 

exposed industries to crisis (Albattat & Mat 

Som, 2019). Crisis preparedness is deficient in 

several businesses that do not see the significance of 

preparedness for unanticipated circumstances 

(Pecujlija & Cosic, 2019). Albattat and Mat Som (2019) 

hold that it is imperative for a hospitality and tourism 

outfits to be well prepared for a crisis because the 

hospitality and tourism industry is a year-round one 

and highly sensitive to the negative impact of a crisis 

since guests/ visitors and employees are a part of the 

product itself (Boomkamp & Vermolen, 2021). 
Globally, the hospitality and the tourism industry as a 

whole is increasingly facing crisis occurring from both 

natural disaster and man-made crisis; for example, the 

natural disaster from earthquake in Haiti in 2010, Japan 

Tsunami of 2011 (Martin, Lewis , & Martin, 2012). The 
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ABSTRACT 
Crisis 

preparedness is 

deficient in Hotel 

businesses that 

do not see the 

significance of 

preparedness for 

unanticipated 

circumstances. 

Crisis 

preparedness has 

received great 

attention from 

researchers in 

recent times, 

discovering how 

to deal with 

tragedies and 

cope with crises 

by preparing in 

advance, 

modernizing or 

inventing new 

methods of crises  
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man-made crises are; the Monte Carlos hotel fire in Las Vegas in 2008, Hotels 

in India (Mumbai) in 2008 (Woo, 2015). Most recently is the Gay Night club 

massacre in Orlando (Florida) 12th June 2016 Krouse (2016) and the September 

6, 2011, attack in house of Pancake in USA (McCool, 2012) 

Certain varieties of crisis can further have substantial effects on visitors’ flows 

into a region. According to Laws, Prideaux, and Chon (2007), the 2003 severe 

acute respiratory syndrome (SARS) occurrence in Asia resulted in the 

preparedness, and learning from experience. Globally, crises preparedness can 

have significant effects on tourism flows. The general objective of this 

research is to examining the effect of crisis preparedness on visitors’ 

patronage. The research methods included a cross-sectional descriptive 

survey research design utilizing both qualitative and quantitative methods. 

The research instrument was structured questionnaire for visitors and 

interview for managers with the help of stratified purposive sampling 

procedure where 205 questionnaires were administered, 171 were filled and 

returned. Descriptive statistics were used to measure intervals and 

tendencies-test/Ordinary least square model was used to respond to the 

hypothesis, Pearson correlation was used to measure the relationships 

between the variables while regression analysis was used to reflect on the 

independent variables in finding out their relationship with the dependent 

variable where crisis management preparedness had a positive and significant 

effect on visitors’ patronage to the hotels (r=0.288, p=0.000). Findings from 

the study revealed that crisis management preparedness and visitors’ 

patronage were positively and significantly associated (r=0.355, p=0.000) in 

the hospitality and tourism Industry. To the academia, further studies can 

focus on the several issues that need to be examined in order to advance the 

perception of crisis management approaches. Based on this, the study is surely 

of great concern and importance to scholars, visitors/travellers, inspectors, 

Government and those planning fresh/new initiatives in the hospitality and 

tourism industry.  
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interruption of tourist movements inside, into and out of the shore of Asia. 

Cooper (2005) alleged that the Japanese basically held their movement 

overseas. In addition, McKercher and Pine (2005) claimed that the 

consequence of tourism crisis is the suffering impacted on persons unable to 

travel owing to boundaries, and this has a replicating result in the post-crisis 

phase. Furthermore, the United Nations World Tourism Organization 

(UNWTO) tourism recorded a robust progress in emerging nations, particularly 

in least developed countries (LDCs) from the year 2001 up until the crisis 

triumph. More so a slow repossession in global tourism began in the late part 

of 2009 and increased rapidly in 2010, meanwhile, the international visitor 

arrivals improved by 6.7 % in 2010 equated to 2009 having the Middle East and 

Asian regions top growths by 14% and 13 % respectively, followed by the 

Americas at 8 % and Africa at 6% while Europe from behind with 3% growth 

(World Tourism Organization, 2011).  

Once the hospitality industry crises are known this will bring into sharp notice 

the organization’s preparedness, response, mitigation and plan as crisis impact 

on the reputation of an establishment (Daniels, Minkyung, Laurlyn, & Russell, 

2013; Getz, 2008). Crisis can be approached speedily and prevented from 

escalating to any degree imaginable. Racherla and Clark (2009); AlBattat and 

Ahmad (2014) supported the view that travel and tourism industry needs to 

approach crisis with effective crisis preparedness and be prepared to 

overcome the after math or minimize the effects.  

The Hospitality and Tourism Sector Status in Nigeria  

Tourism in Africa is a flourishing sector that supports more than 21 million jobs, 

or 1 in 14 jobs, on the continent. Over the last two decades, Africa has recorded 

robust growth, with international tourist arrivals and tourism revenues growing 

6 per cent per year between 1995 and 2017. In the next decade, tourisms’ 

continued growth is expected to generate an additional 11.7 million jobs in Africa 

(UNWTO, 2020). The Nigerian Tourism sector and the hospitality industry have 

grown to a significant level from 2004 to 2009 contributing to the economy. In 

Nigeria, the contribution of tourism to government income from tariffs on 

tourism sector (registration and other charges) recorded $0.02m in 2004 and 

$1.1m in 2009. Additionally, $3.45m was generated by corporation tax (National 

Bureau of Statistics, NBS). In 2011, the industry contributed about $12.37billion 



 

TIMBOU-AFRICA ACADEMIC PUBLICATIONS 
FEB., 2022 EDITIONS, INTERNATIONAL JOURNAL OF: 

 

TIJSSRA 
382 

SOCIAL SCIENCE RES. & ANTHROPOLOGY VOL.8 

ISSN: 2977-5745 

(3.3 percent) to the GDP in Nigeria (UNWTO, UNWTO World Tourism Barometer, 

2021). The report of Risk reinsurance (2015) states that about 16 countries 

including Nigeria are highly rated as risk countries representing  42% of the region, 

the report indicated that 86% of them have civil commotion, strikes as well as 

unrest crisis and about 80% of the said crisis happened in just Nigeria and Somalia 

(Reinsurance, 2015). Due to the crisis and other non-state performers in Nigeria, 

these crises have impacted undesirable effect on the hotels which also have a 

negative tone on the national economic growth of the country (Adams and 

Ogbonnaya, 2014; Adebayo and Adebayo, 2015) 

The hospitality industry in Nigeria has developed over the past years until 

recently when it witnessed decline (Esterhuizen & Ensor, 2014). Visitors viewed 

Nigeria as a danger zone of terrorist attacks on foreign persons and this was 

fine tuned when a Nigerian (Abdulmutallab) attempted to bomb an American 

Airline in 2009 (Watch, 2011). According to Maduna and Ensor (2015) previously 

hotel occupancy in Nigeria was 57.7%  in 2010 and 63.7% in 2013 for large hotels  

while it ranged from 40% to 50% for smaller hotels but the occupancy rate for 

2014 dropped drastically to 57.2% and 48.7% in 2015. This scenario became 

evident due to the travel advisories given by governments of different 

countries on Nigeria as a highly risk country (Ray, 2016). 

Notwithstanding, the locally registered hotels constituted 90% of the hotel 

accommodation supply in Nigeria (Esterhuizen & Ensor, 2014). According to 

Eja, Ukwayi, and Ojong (2012) corporate travel constitute 80% of hotel demand 

in Nigeria while attraction visitors presently account for as low as 5% of most 

hotel nights. Figure 1.2 describes the effect of crisis on Nigerian hospitality 

industry  especially in 2014 and 2015 where the local hospitality sub-sector came 

under stress as a result of crisis that badly affected the movement of foreign 

visitors (Ladan, 2014). In addition, the hospitality business environment 

became more difficult in 2014 when Boko Haram attacks increased in Northern 

parts of the country including Abuja and Plateau state (BBC, 2015). According 

to Adepoju (2014) the issue was complicated with the outbreak of Ebola Virus 

disease (EVD) in some countries of West Africa including Nigeria and Liberia. 

Baker (2014) opined that the foreign visitors arrival is related to hotel 

occupancy in a country; in that a higher foreign visitors’ arrival increases hotel 

occupancy and vis-visa. The hospitality industry in Nigeria lost over US$0.5bn in 
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revenue as a result of cancellation of bookings and lack of patronage due to 

negative advisories (Ojo, et al., 2014). The situation was fairly lessened by the 

reason that the hotel derives over 65% of its revenue from local visitors 

(Rohwerder, 2015). 

 

Statement of Problem 

According to UNWTO (2007) the necessity for a further tactical approach to 

threats and crisis preparedness has been established by the current 

happenings such as the forest fires in Greece, hurricanes in Central America, 

and the earthquake in Indonesia. While these occasions are encounters to the 

hospitality segment, they also expose the numerous and kinds of likely natural 

and artificial crisis which shakes the universe entirely. 

The key objective of the Hospitality and tourism policy is to make Nigeria a 

noticeable destination in Africa, and hence the hospitality industry to generate 

foreign exchange, boost uniform growth, encourage rural initiatives, create 

employment, hasten rural-urban amalgamation and nurture socio-cultural 

harmony among the several zones of the country through the advancement of 

local and global hospitality (Ekundayo, 2014; Agbebi, 2014). Most of these 

problems arise as a result of the uncertainty of crises, which means that only 

inadequate practices are presented to deal with them (Jaques, 2007). By 

means of result, there is a sure practice gap within organizations especially the 

hotel industry that needs to recognize how to design for and react to crises. 

Whereas studies have discovered several facets of crisis preparedness, this 

study noted scantiness of research that embrace the role of crises 

preparedness on visitors’ patronage to the hotels in the hospitality industry. 

The problem is that crisis and other non-state performers in Plateau State, have 

impacted undesirable effect on hotel patronage (Adams et al., 2014; Adebayo 

et al., 2015). There is a decrease in numbers of visitors’ export and tourist 

arrivals in Nigeria which eventually translate into their choice, stay and use of 

any hotel facilities as noted by WTTC (2014) hence the need for this research as 

a result of crisis situations in Plateau state, Nigeria. 

The main aim of this study was to examine the effect of crisis preparedness on 

visitors’ patronage to Plateau State, Nigeria 
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Research Hypothesis 

Ho1 Crisis preparedness does not have any significant effect on visitors’ 

patronage to Plateau State, Nigeria 

 

Justification for the Study 

In Nigeria and Africa, there is dearth of data on the role of crisis preparedness 

in influencing visitors’ patronage to the hospitality industry. Though there are 

wide range of suggestions on crisis management that actually existed in both 

developed and developing countries, but since crisis has become a global 

reality, people live in a cage for the fear of the unknown.  

Preparedness for crisis at the early planning stage will reduce the tendency of 
escalation, cost implication of mitigating and devastation of the impact. 
However this can only be achieved if data is obtained to measure the level and 
the relationship of the problem, therefore the need for this study.   
 
Crisis Preparedness in the hospitality and Tourism Industry 
Most hotels only planned to add the number of uniform personnel if there is 
huge number of visitors anticipated however there was no preparation against 
a radical attack (Cyril, Erwin, & Jill, 2014). This consisted of design, allocating 
roles and responsibilities, starting procedure and designation (Paraskevas, 
2013). Hospitality crisis management preparedness is ‘planning for and 
managing hospitality crises in order to keep the safety of the hotel, visitors and 
other stakeholders involved’ and planning is apparently a major part of 
preparing for and managing crises (Henderson, et al., 2010). 
 

 
Figure 1 Primary Component of Preparedness 

Source: ( Kirschenbaum, 2004)   

Preparedness 
2.  Skill level 

3.  Planning 

4. Protective means 

1. Provision 
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According to Pennington-Gray et al., (2011) there is only a small ratio of hotels 

that ensure a crisis blueprint is domicile, classically about 50% or less 

establishments confirmed that their strategy was working because they had 

the plan but not prepared for the unexpected. Crisis management needs 

guarantee from the highest level. If top executive management in an 

establishment is not devoted to preparation it will not take place 

(Kirschenbaum, 2004). Jaques (2007) further pointed out that 80% of firms 

which lack a well regarded and established crisis strategy go out of trade within 

two years of suffering a crisis. 

Figure 1 reveals the way different managers in the hospitality industry see and 

describe preparedness. The grouping of components into four separate 

clusters similarly gives us the chance to understand what the clusters share. 

First looking at the clusters, Kirschenbaum, (2004) reveals that physical articles 

need to supply for any assumption that the major services will be interrupted. 

The second cluster, mirrors on the connotation of preparedness showing the 

technical know-how of the human resources, or the skill level to show the 

significance of preparedness associated to specific familiarity and skills that are 

directed at either redeeming lives or treatment of those injured. The third 

element indicates the readiness which includes the approaches, operational 

tactics and evacuation strategies.  The last element is referred to as protection 

which indicates the physical way of defending persons from being hurt by the 

external danger. 

 

Systems, Manuals 

Hospitality industry need in place a crisis preparedness system that includes 

the supervision of structures, equipment, assets, and documents (Pennington-

Gray, 2009). AlBattat and Mat-Som (2013) in a study on; Emergency 

Preparedness for Disasters and Crises in the Hotel Industry stressed that hotels 

require crisis control manuals that makes emphasis on procedures and 

structures such as crisis team choice and drill, writing and expert ranks, pre-

prepared resources. Also, Pennington-Gray et al. (2011) states that the 

hospitality industry need an effective investors’ communication, well-designed 

check-lists, logistical assets and crisis management centers, business safety, 

and often a very strong emphasis on media communications.  
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Hospitality systems and manuals are key and the foundation of operative crisis 

management preparedness in the hotels (Peter, Erwin, & Jiu, 2013). 

Nonetheless the simple existence of these systems and manuals - frequently in 

a soiled three-ring folder - can appeal an organization into the erroneous trust 

that it is “crisis-ready” (Beirman, 2016) Preparation is self-evidently greatly 

further than manuals. A study by Boin and Lagadec (2000); and Johnston et al. 

(2007) revealed that the presence of excellent crisis communication strategies 

had slight consequence on the result of certain well-known crises.  

 

Training 

Hospitality industry employees require suitable crisis training/drill first by 

management staff, the front line staff, and the entire staff that normally first 

react to crisis. McCool (2012) observed that in the hotel, there is always a major 

breach between what the hotel staff plan and what normally follows during 

crisis situation. Contributing on crisis training in hotels Zech (2016) says; 

employees need an effective training on crisis communication, coordination of 

resource with stakeholders as security and trauma counselors. Crisis training in 

the hotel comprises of getting used to packages, annoying, table-top trainings, 

and live reproductions (Carter, 2008). The American Management Association 

(AMA) reports that a study of the aftershock of the radical attacks on 

September 11, 2001 brings into being the fact that only 49% of organizations had 

a crisis management plan and only 39% of them had ever carried out a drill or 

simulation (AMA, 2002). 

Best organizations rehearse crisis response on a regular basis, from simple fire 

crisis, military exercises or office clearings through to full-scale simulated 

chemical spills or fatal accidents comprising not only company assets but 

teams of police, firefighters and other crisis specialists (Ritchie, Crotts, Zehrer, 

& Volsky, 2013). However once it comes to trying the crisis management plan, 

several establishments obviously lack equal level of commitment (Peter, et al., 

2013) 

 

Visitors Patronage in the Hospitality Industry 

The concept of Visitors patronage is recognized as a key indicator for any 

business to succeed (Baldacchino, 2012). For effective hospitality industry, 
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appealing visitors and keeping great visitors’ continuous patronage is a vital 

duty (Moreira & Iao, 2014). According to Asadifard, Rahman, Aziz, and Hashim 

(2015) visitors’ Patronage is referred to as the recurrence of buying or re-visits 

at a particular hotel for either the same products or any supplementary 

products.  

According to Ahmad et al. (2010) visitors repeat patronage is the key factor 

among the many variables that can affect visitors’ satisfaction. Zeithaml et al. 

(2006) opined that a satisfied visitor in the service industry has a very high 

tendency of a repeat patronage, they further stressed that visitors pay more 

attention to the service providers’ performance, reputation and perceived 

value in the choice of their hotel or destination. Panda (2013) argued that the 

main value that a visitor considers is the hotel product choice to be able to 

make selection among the many alternatives while Ahmad et al. (2010) 

considers visitors patronage as showing the level of satisfaction on the side of 

the visitor after a purchase. Therefore, the quality of food and number of 

choices within the menu, difference sizes and category of rooms available in 

the hotel are vital ingredient that influence patronage.  

Furthermore, on the patronage of goods and services, Zeithaml et al. (2006) 

contributed that visitors of the service industry perceived greater risk when 

purchasing their services than the physical goods. The reason for this in their 

opinion was that services are intangible, non-standardized and mostly 

consumed without guarantee or assurance. Dubihleha et al. (2014) emphasizes 

that visitors patronize a hotel whose image is closest to the imaginary features 

of having comfort, good environment, socializing in a secure and safe 

environment, accessibility to the business area are major attribute to a 

continuous patronage. Maingi (2014) contributed that businesses are able to 

have a repeat patronage as a result of the appropriate pricing, the overall 

brand image, character, personality and communication in the right direction.  

 

Crisis Management Models 

Disaster Management Cycle as a Model 

Declaring the unreliably modest model of disaster management cycle, Carter 

(2008) states that despite the fact that the cycle is not always represented in 

other practices, the significant idea still remains that the setup needs to show; 
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the arrangement need not impress that every action part is specifically 

separated from those next to them. Opposing this idea is vital to note that 

various parts usually intersect or unite. An example is that some reactions may 

be carried out before the actual crisis impact, which is at the preparedness 

section.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2 Basic Format of the Disaster Management Cycle 

Source: Asian Development Bank, Carter, (2008) 

These actions may involve cautionary program of endangered people to safe 

shelter before the crisis impact. Likewise, recovery activities always start when 

the emergency response part is in operation. For instance, a technical team 

may start gathering data as soon as after the crisis and such data would be used 

mutually for response and recovery purposes (Bea, 2011). 

Preventions are taken to delay the incidence of crisis or disaster, stopping 

those incidences that have dangerous impact on the people and the entire 

society. An instance of controlling the burning of bush fire disposed areas 

earlier to dangerous seasons (Wilks & Moore, 2004). 

Mitigating actions are actions taken to lessen the impact of a crisis on the 

people or the society (Jaques, 2007). An example of such is the implementation 

of building code to lessen the destruction in the incidence of volcanic activity. 
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Generally, it suggests that whereas this can be averted, some impact might 

continue and can be altered when suitable action is taken. 

Preparedness refers to the action that helps the tourism establishments to 

react quickly to crisis conditions.  Preparedness actions involve the formulation 

of practical counter crisis plans, keeping inventories of assets and the training 

of staff (Rousaki & Aleott, 2006). Preparedness of a hotel must be improved by 

using situation designed in the direction of the situation (Glaesser, 2006). 

Response reactions are normally those actions instantly used and just after the 

impact of a crisis. These are also aimed at salvaging life, guarding property, and 

also dealing with the instant destruction impacted by the crisis (Bea, 2011). 

Recovery refers to the procedures in which tourism industry, establishments 

and country are helped to return back to business operations after a crisis 

incident. Recovery procedures can linger for long taking between five to ten 

years or more. During this process other aspects such as renovations and 

rebuilding can be considered (Kim, Joanne & Gyehee, 2012). This requires both 

long time and short time (Davis, 2011). 

Development and transformation of the tourism industry has been considered 

in relation to the impact of the crisis and the crisis management approach 

(Carter, 2008).  

 

Methodology 

This study embraced the cross-sectional descriptive survey research design 

based on cross section of information collected from the population in order 

to determine the role of crisis management in influencing visitors to hotels in 

Plateau State, Nigeria.  

Plateau State is located in the north-central geopolitical zone of Nigeria, 

created out of the old Benue-Plateau in 1976 with its headquartered in Jos. The 

state lies between latitudes 9051’30’’N to 10002’00’’N and longitudes 

8048’00’’E to 9059’00’’E. It has an area of 291km2 and a population based on a 

contemporary approximation from the National Population Commission of 

3,206,531- Male: 1,598,998; Female: 1,607,533. (LawNigeria.com). The selection 

of Plateau state for this study is based on the fact that, Plateau crisis has 

resulted in unimaginable hostilities, killings, bombings and other forms of 

violence (Comfort, Imhonopi & Urim, 2013). The area of study is suitable 
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because of the location; it is a tourist destination and is prone to crisis 

(Abubakar, 2013). 

 

Table 1 Target Population Frame 

Establishment No.  Establishment No.  of Visitors Population 

Hotels  52 24,360 24,412 

Airport  1 25,062 25,063 

Attractions 13 7,032 7,045 

Bus Stations 17 25,500 25,500 

Total 66 81,954 82,020 

Source: Feld Survey (2021) 

 

The formula by Israel (1992) was used to calculate the sample size at 95% 

confidence level at ±7% precision. 

n = 
( )2

1 eN

N

+
 

Where n= sample size, N = population size, e = level of precision. 

When the formula is used then;  

n = 
2)07(.020,821

020,82

+
 = 205  

 

Table 2 Respondents per Category/Response Rate 

S/N Category of 

Respondents 

Number of 

Respondents 

Response 

Rate 

Response 

Rate % 

1 Hotel 121 101 49% 

2 Airport 8 7 3% 

3 Bus Stations 46 38 19% 

4 Attractions 30 25 12% 

 Total 205 171 83% 

Source: Field survey (2021) 

 

Table 2 shows the total number of the respondents from each of the strata 

which was used for the study. This data was analysed using descriptive and 
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inferential statistics which measured intervals and tendencies within and 

between groups. 

 

Results 

Table 3 Reasons for Patronage in Plateau State 

Statements 

Di
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tr
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Ag
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ag
re
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N
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r 

M
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n 
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d 

De
v.

 

The environment 32.7% 5.3% 5.3% 56.7% 171 3.9 1.4 

Recommendation by family and friends 49.7% 15.8% 9.9% 24.6% 171 3.1 1.3 

Institutional referrals 38.6% 16.4% 7.0% 38.0% 171 3.4 1.3 

Prices of product and services 39.8% 18.7% 9.9% 31.6% 171 3.3 1.3 

Business Location 35.7% 28.1% 8.8% 27.5% 171 3.3 1.2 

The quality of infrastructures 35.1% 25.1% 11.7% 28.1% 171 3.3 1.2 

Security and safety 33.3% 26.9% 11.7% 28.1% 171 3.4 1.2 

provision of information 36.8% 23.4% 12.3% 27.5% 171 3.3 1.2 

Speed of check-in & check-out services 36.3% 28.7% 9.9% 25.1% 171 3.2 1.2 

Individual attention and respect 38.0% 22.8% 8.2% 31.0% 171 3.3 1.3 

Provision of services according to 

customers’ request 

43.9% 24.6% 10.5% 21.1% 171 3.1 1.2 

Employees kindness and respect 37.4% 29.2% 7.6% 25.7% 171 3.2 1.3 

Word of mouth 28.1% 29.2% 8.2% 34.5% 171 3.5 1.2 

Average 
    

171 3.3 1.2 

Source: Field Survey (2021) 

 

The findings from Table 3 shows an average mean score of 3.3 that visitors’ 

reasons for patronizing Plateau State were the environment with a mean score 

of 3.9, institutional referral 3.4 mean score, the price of products and services 

with 3.3 mean score, the quality of infrastructures with 3.3 mean score, security 

and safety with 3.4 mean score, the provision of information with 3.3 mean 

score, the individual attention and respect given to visitors with 3.3 mean score 
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and word of mouth from visitors with 3.5 mean score. This means that visitors 

to Plateau State have their various reasons for patronizing the products and 

Plateau State as a destination. 

This result agrees with the findings of Asadifard et al. (2015) that factors 

affecting patronage are clustered like product pertinent factors which include 

product features and attributes. Additionally, it further agrees with; Ibumilua 

(2009) that attractive sights and environment generate recurrent patronage. 

The appearance of the structures at a destination image plays a great role in 

the choice procedure of a visitor (Moreira et al., 2014). In this case it is 

discovered that the surroundings of hotels with good crisis management 

attract more customers. 

 

Table 4 Descriptive Statistics of Crisis Management Preparedness 

Statements 

N
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be
r 

Di
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gr
ee

 

N
eu

tr
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Ag
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e 

St
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ly
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re

e 

M
ea

n 

St
d.

 D
ev
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Natural or man-made crisis affecting 

the hotel operations 

171 26.3% 19.3% 9.9% 44.4% 3.7 1.3 

Guest death / associate work related 

death 

171 19.9% 30.4% 11.1% 38.6% 3.7 1.2 

Armed robbery/ bomb threat 171 33.9% 19.3% 18.1% 28.7% 3.4 1.2 

Occurrence of food borne illnesses  of 

guest or associate/ TB or hepatitis 

exposure 

171 39.2% 21.1% 16.4% 23.4% 3.2 1.2 

Serious guest assault/ rape or sexual 

assault 

171 38.0% 16.4% 15.8

% 

29.8% 3.4 1.3 

Injuries resulting from fire or crime 171 32.7% 19.3% 17.5% 30.4% 3.5 1.2 

Any incident related to a celebrity or 

public figure 

171 35.1% 21.6% 15.2% 28.1% 3.4 1.2 

Average          3.5 1.2 

Source: Field Survey (2016) 
 
Table 4 depicts the descriptive study results of crisis management 

preparedness. The results presented in Table 4.13 shows that natural or man-
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made crisis affects the hotel operations with a mean score of 3.7, guest death 

/ associate work related death had a mean score of 3.68 and injuries resulting 

from fire or crime with a mean score of 3.5. Thus, these three areas were found 

to be the main areas of preparedness during crisis in Plateau State.  AMA 

(2002); Jaques (2007) have strongly forwarded that an unacceptably small 

fraction of the tourism and hospitality establishment ensure a crisis plan in their 

businesses where about fifty percent and below that have tried theirs show 

that it is functioning. Efficient and effective crisis preparedness needs a 

collective commitment and effort from top management level to the lowest 

because if the executive is not dedicated to the preparedness planning it can’t 

work. 

 

Table 5 Correlation Analysis of Crisis Management Preparedness 

    Visitors' 

patronage 

Crisis 

preparedness 

 

Visitors' 

patronage 

Pearson 

Correlation 

1.000 
  

 
Sig. (2-tailed) 

  

Crisis 

preparedness 

Pearson 

Correlation 

.355** 1.000 
 

 
Sig. (2-tailed) 0.000 

  

** Correlation is significant at the 0.01 level (2-tailed). 
 

Source: Field Survey (2016) 

 

Table 5 results indicated that crisis management preparedness and visitors’ 

patronage to the hotels were positively and significantly associated (r=0.355, 

p=0.000). This study shows that crisis management preparedness received 

considerable attention in the area of preparing for natural or man-made crisis 

affecting the operation of hospitality and tourism operation. According to 

AlBattat et al. (2014), collaboration between hotels and government overcome 

the effect of natural and man-made disasters.  In case of visitors death or 

associate work related death due considerations are given. Also, injuries 

resulting from fire or crime are well planned for ahead of time (Beirman, 2003). 
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Furthermore, AlBattat et al. (2014) stressed that trauma incidents are not 

properly handled in most hotels during crisis. 

Crisis is viewed as any alteration to the original state of affairs. Therefore, if any 
part of the system is affected, it will also affect the patronage of the visitors to 
the hotels in such location. Failure to deliver any service or alteration in product 
due to lack of preparedness gives rise to dissatisfaction of customers 
(Zeithaml, et al. 2006). No matter how small a crisis is seen by a visitor 
especially when new technology is introduced the organization should 
habitually react in a foreseeable way. The moment irregular occasions like crisis 
event interferes on organization’s steadiness, stability and certainty will be 
missing till a different level of stability is attained then visitors’ patronage will 
also change (Castillo, 2005). From this research, the researcher stressed that 
the result of a crisis preparedness may not necessarily be a normal condition 
since part of the system are possible to have some change. This is relevant and 
in line with the argument by Scott et al. (2009) that appealed for the re-
examination or system scanning of all former crisis issued debating that these 
are key foundation that can give an improved understanding into crisis 
preparedness and management if well planned. 
 
Table 6 Regression Analysis of Crisis Management Preparedness 

Variable B Std. Error t Sig 

(Constant) 2.001 0.161 12.414 0.000 

Crisis preparedness 0.288 0.058 4.929 0.000 

Source: Field Survey (2016) 
 
Results from the regression analysis indicated that crisis management 
preparedness had a positive and significant effect on visitors’ 
patronage(r=0.288, p=0.000). 
This result means that a unitary increase in crisis preparedness leads to an 
increase in visitors’ patronage by 0.288 times. Crisis preparedness is well 
thought-out to be an important element of the hospitality crisis management 
in attracting visitors, since being in a position of promptness aids in lessening 
the effect of a crisis event if it occurs (Speakman & Richard, 2012). 
Implication for managers here is that crisis issue relating to armed robbery or 
bomb threat, the occurrence of food borne illnesses of guest or associate/ TB 
or hepatitis exposure, guest assault/ rape and issues relating to celebrity or 
public figure must be prepared for. Other research from Walter et al. (2015) 
recommends that destinations preparedness should be in line with the bush 
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fire crisis management plan which employed the empathetic themes that 
inclusively consider the psychological disposition of the visitor.  
Secondly, another implication here is that preparedness plan for crisis in the 
hospitality and tourism industry makes a significant difference in the patronage 
of visitors to any destination. This translates to the fact that destination 
managers need to develop their infrastructure and employee training with high 
team spirit in their establishment. This fact is supported by Armstrong (2008); 
AlBattat et al. (2014 & 2015) that proactive preparedness effort among 
stakeholders mitigate the negative impact of crisis event and also organization 
type, age, and size had a great impact on the proactive planning and if an 
organization has crisis experience it helps in the preparedness. APEC (2006) 
also emphasized that resources like personnel and equipment are being 
utilized to reduce the impact of crisis and enhance the patronage and normalcy 
in the tourism business.  Since there are no two crises that will ever be the same 
in the tourism industry, therefore, managers need to be proactive in the 
preparedness to crisis in order to meet the demand of the different problems 
to contain a set of crisis management which can be applied to all crises that can 
occur in the industry.  
 
Hypothesis of Crisis Management Preparedness 
The hypothesis was tested by using the ordinary least square regression model 
indicated. The acceptance/rejection criteria was that, if the p value is greater 
than 0.05, the Ho is not rejected but if it’s less than 0.05, the Ho is rejected. 
The null hypothesis for the second objective was: Crisis preparedness does not 
have any significant effect on visitors’ patronage to the hotels in Plateau State, 
Nigeria. The alternative hypothesis was crisis preparedness has a significant 
effect on visitors’ patronage in Plateau State, Nigeria. The p-value of 0.000 
indicated that the null hypothesis was rejected hence crisis preparedness has a 
significant effect on visitors’ patronage in Plateau State, Nigeria. This also 
agrees with Maranga (2015) who says there is a positive correlation between 
security investment and guest patronage, this further explains that there is a 
major link between the kind of preparation on crisis techniques and the style 
of approaches practiced in destinations. 
 
Interview of Managers on Crisis Preparedness  
This question for the interview sought to know from managers about their 
level of preparedness in their respective establishments. The analysis of 
answers to the questions helped to give more information and explanations to 
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answer the research objective. When asked about their level of preparedness 
on crisis management, in their responses were; 
Majority of the managers (N=8; 67%) show that crisis preparedness is high or 
very high. This indicates that most of the establishments were once affected 
or the environment is facing crisis of different sort. 
The manager from establishment ‘BRAVO’ said; 

“As far as this establishment is concern, we are well prepared to face any 
challenges that come our way because in any business you must make 
preparations for any eventuality. This is achieved through training and re-
training”. 

 
Most of managers interviewed were in full agreement that you must be 
prepared for crisis especially in the hospitality and tourism industry. For 
example, the manager from hotel “DELTA” said; 

‘The issue of power and financial crisis must be prepared for else you run 
out of business in first year of operation. So as managers we are trying to 
make sure that our competitors do not put us out of business for lack of 
crisis preparedness, therefore you must have plan A, B and C’.  

 
The implication for managers here is that, the preparedness or the lack of it will 
determine the level of patronage by their esteem visitors.  
Very few of the managers in Plateau State attest to the fact that they have low 
preparedness for crisis. The following comments were reported; 
The comment from hotel ‘GOLF’ said;  

‘Due to the close proximity of our establishment to the government 
institutions, ministries and first headquarters we need no any preparation 
for crisis because we are safe heavens. This makes most of our visitors to be 
a short of security’. 

 
In view of this comments from the managers, it shows that most managers 
limit crisis to political or community unrest alone. In respect of this assertions, 
managers need to know the unpredictability of the tourism industry crisis 
which require being ready at all time, even though you are prepared, it may 
turn out to be from a different perspective not as you planned. Another strong 
reason given by the mangers for why you must be prepared was that there is a 
problem of lack of government continuity in its support to the tourism sector 
therefore managers must be ready to deal with issues in their capacity. 
 
Findings 
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The findings from this study showed that visitors’ reasons for patronizing 
Plateau State on an average mean score of 3.3 were the environment with a 
mean score of 3.9, institutional referral 3.4 mean score, the price of products 
and services with 3.3 mean score, the quality of infrastructures with 3.3 mean 
score, security and safety with 3.4 mean score, the provision of information 
with 3.3 mean score, the individual attention and respect given to visitors with 
3.3 mean score and word of mouth from visitors with 3.5 mean score. 
The study also indicated what will happen after their visit to Plateau State. The 
finding shows that 94.7% of visitors which is the majority indicated that they 
were willing to stay longer than the amount of time they expected to stay. 
While 58.5% indicated that they will not avoid ever having to return to this state, 
it also revealed that 51.5% will not avoid the destinations and hotels any time 
they visit Plateau State while 74.4% who were also the majority indicated that 
they would spend more money than they set out to spend on products and 
services. 
The finding was based on 3.5 mean score and majority of the respondents were 
in agreement with most of the statements; 
Crisis management preparedness and visitors’ patronage were positively and 
significantly associated (r=0.355, p=0.000) . 
Crisis management preparedness received considerable attention in the area 
of preparing for natural or man-made crisis affecting the operations of the 
hospitality and tourism operations.  
Crisis management preparedness had a positive and significant effect on 
visitors’ patronage (r=0.288, p=0.000). This means that a unitary increase in 
crisis preparedness leads to an increase in visitors’ patronage by 0.288 times. 
Crisis preparedness is well thought-out to be an important element of the 
tourism crisis management in attracting visitors. 
The p-value of 0.000 indicated that the null hypothesis was rejected hence 
crisis preparedness has a significant effect on visitors’ patronage in Plateau 
State, Nigeria. 
 
Conclusion 
Crisis preparedness have been identified as key to the hospitality and tourism 
industry in meeting the policy statement of vision 2020:20 therefore the 
approaches to tackle this global and negative reality is pertinent. In a way of 
conclusion and to discourse the major objective of the study and also to do 
justice to the study problem, this research forward that: 
There is need for destination managers to give crisis management 
preparedness considerable attention. There is need to prepare for 
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uncertainties of crisis affecting the operation of hospitality and tourism 
industry. Therefore emergency plan should be made available and known to 
visitors in hotels. 
 
Recommendation for Practice 
There is need for hospitality and tourism industry managers to give preference 
to the provision of preparedness training for employees in resource allocation; 
emergency management response and preventive maintenance since 
structures are the back bone of the hotel and tourism industry. Managers 
should be very prepared to deliberate on how to avert improbability in 
management response and communication in the event of a crisis; 
The managers of tourism establishments must always endeavor to get 
themselves ready to manage the nastiest scenario that could happen and 
impact on the industry or destination. 
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