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ABSTRACT
The hotel industry in Malaysia is a massive component of Malaysia’s hospitality and 

tourism infrastructure and a strategic part of its growth. CO VID-19 is an infectious disease caused 

by a newly discovered coronavirus. It was reported in early December 2019 in Wuhan, China and 

its spread fast around the world and the COVID-19 global outbreak give impact to the hotel 

industry.

Due to this crisis, which affected Malaysia’s economy, hotel industry needs to make the 

best strategies in providing basic protective measures against COVID-19. This study aims to 

identify the recovering strategies of hotels during COVID-19 pandemic. It has been conducted 

through secondary data by gather all information over hotels’ websites, previous journal, social 

media, etc. In conclusion, this research would make a significant contribution to the hospitality 

industry which it can be used and give an inspiration to other hospitality service providers, 

particularly hotels industry.

iii



ACKNOWLEDGEMENT
We would like to express our gratitude to our supervisor Miss Azlina binti Sainsudin for 

the continuous support of our related research, for her patience, motivation, immense knowledge. 

She has provided valuable opinions, insightful comments and encouragement on the research for 

further improvement. We sincerely appreciate the valuable time and attention that she had spent 

on us. Her guidance essential to the completion of this research.

Our sincere thanks also goes to our academic advisor Madam Nur Amanina binti Mat 

Ghani that provided guidance and advice on a variety of difficulties and problems experienced 

during completing this research. Furthermore, biggest thank to Universiti Teknologi Mara (UiTM) 

for giving us an excellent opportunity to conduct this research project. This research project let us 

gained a lot of knowledge.

Also, we would like to appreciate the effort of each and every member in completing this 

research. We worked hard and being cooperative to complete this Undergraduate Project. Last but 

not least, we are thankful to both our parents for giving us advice and support to complete this 

undergraduate project and continue studies and encouragement when we did our practical during 

at the same time.

iv



TABLE OF CONTENT
AUTHOR’S DECLARATION........................................................................................................ i
LETTER OF SUBMISSION...........................................................................................................ii
ABSTRACT..................................................................................................................................... iii

ACKNOWLEDGEMENT.............................................................................................................. iv
INTRODUCTION.............................................................................................................................1

1.1 OVERVIEW..........................................................................................................................1
1.2 BACKGROUND OF THE STUDY................................................................................... 1
1.3 PROBLEM STATEMENT.................................................................................................2
1.4 RESEARCH OBJECTIVE................................................................................................ 3
1.5 RESEARCH QUESTION...................................................................................................3
1.6 SIGNIFANCE OF THE STUDY....................................................................................... 3
1.7 LIMITATION OF THE STUDY....................................................................................... 4

1.8 DEFINITION OF KEY TERMS....................................................................................... 4
1.9 SUMMARY........................................................................................................................... 5

LITERATURE REVIEW............................................................................................................... 6

2.1 OVERVIEW......................................................................................................................... 6
2.2 COVID-19 AND HOSPITALITY INDUSTRY................................................................6
2.3 COVID-19’S IMPACT ON THE HOTEL INDUSTRY................................................. 7

2.3.1 Business Shut Down......................................................................................................... 7
2.3.2 Room Cancellation........................................................................................................ 11

2.3.3 Impact to workers.......................................................................................................... 12
2.4 RECOVERY STRATEGIES FOR HOTEL INDUSTRY............................................ 13

2.5 SUMMARY......................................................................................................................... 14

METHODOLGY.............................................................................................................................15

3.1 OVERVIEW........................................................................................................................15
3.2 RESEARCH DESIGN....................................................................................................... 15
3.3 SOURCE OF DATA.......................................................................................................... 15

3.4 TIMEFRAME..................................................................................................................... 17
3.5 SUMMARY......................................................................................................................... 18

ANALYSIS AND FINDINGS....................................................................................................... 19
4.1 OVERVIEW........................................................................................................................19



4.2 ANALYSIS.......................................................................................................................... 19
4.3 RECOVERY ACTION AND INITIATIVES.................................................................20

4.3.1 Incentive package by Government.............................................................................. 20
4.3.2 Five- star Hotel Recovery Action and Strategies.......................................................22
4.3.3 Four Star Hotel Recovery Action and Strategies......................................................33

4.4 SUMMARY......................................................................................................................... 45
CONCLUSION AND RECOMMENDATION.......................................................................... 46

5.1 OVERVIEW....................................................................................................................... 46

5.2 CONCLUSION................................................................................................................... 46

5.3 RECOMMENDATON.......................................................................................................47
REFERENCES................................................................................................................................49
APPENDINCES..............................................................................................................................54
LIST OF ABBREVIATIONS....................................................................................................... 55
LIST OF TABLES......................................................................................................................... 55
LIST OF FIGURES....................................................................................................................... 56


