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Abstract— Tourism is one of the economic activities most affected by changes and uncertain conditions. This is evidenced by the 
COVID-19 pandemic which has affected tourism and travel activities, resulting in a decrease in hotel occupancy rates. While hospitality 
performance is expected to take several years to recover, the industry landscape has likely changed forever. Hotels that have actively 
used resilience strategies are the most likely to survive the pandemic and shape the future of the industry. The main predictor of 
organizational resilience is employee resilience. The aim of this study is to determine the level of hotel employee resilience in Medan, 
Indonesia. We used One-Way ANOVA analysis and descriptive statistics. Using sample data obtained from 362 hotel employees in 
Medan, Indonesia, we found that the majority of the subjects are highly resilience. 
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I. INTRODUCTION 

As the global pandemic has swept across the globe, few sectors have been hit as hard as the hospitality industry. People are 
unable to travel as countries have closed and imposed restrictions on their populations in a bid to control the spread. The 
hospitality business, in response, has experienced tremendous upheaval and closure [1]. In fact, tourism is one of the economic 
activities most affected by changes and uncertain conditions [2]. The deteriorating financial situation of the hotel has wreaked 
havoc on jobs and job security. Hotels have forced their staff to take early retirement, be laid off, take unpaid leave, undergo 
reduced welfare benefits, and change their work shifts or positions [3]. This bad situation has grown anxiety in employees about 
their jobs and has made them afraid for the future of their jobs [4]. 

Liang & Cao (2021) suggested that in the daily management of organizations, we should pay more attention to growing and 
developing employee resilience to improve organizational resilience. employee resilience improves coping that focuses on 
overcoming problems and emotions, thereby increasing organizational resilience [5].  The COVID-19 pandemic has increased 
job insecurity, anxiety, and depression for hotel employees. However, the level of employee resilience has reduced the negative 
effects of job insecurity and reduced levels of anxiety and depression of hotel employees [6]. 

Some of the attributes of a resilient employee are enthusiasm, optimism and hope, a high degree of autonomy, self-awareness 
and emotional literacy, flexibility and adaptability, a sense of purpose, and the ability to develop a sense of meaning from 
difficult and challenging situations [7]. Employee resilience is very influential on employees’ work life, especially when facing 
difficulties and crises, and how the outcome of resilience greatly affects the success of the organization, so this study will try to 
see the level of resilience of hotel employees in Medan, Indonesia. 

II. PURPOSE AND METHODS 

The aim of this study is to investigate the level of hotel employee resilience in Medan, Indonesia. The total of 
participants in this study were 362. Participants (sample) of this study are employees of hotels in Medan that still operate in April 
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2022. Employee resilience was measured using a 5-point likert scale ranging from 1 (strongly disagree) to 5 (strongly egree). The 
instrument we used was resilience questionnaire developed by Amir & Standen (2019) [8]. The score obtained from the 
participants using the instrument would confirm the level of employee resilience, which divided into five categories as shown in 
Table 1. 

The instrument was originally developed in a study that involved Indonesian participant. The reliability and validity of the 
instrument has been tested using sample of employees in Indonesia [8]. The instrument has 16 items in total. Hence, the minimum 
and maximum scores are 16 and 80. 

Table 1. Categorization Formula 

Score Range Categories 

x ≤ µ - 1.5 SD Very low 

µ - 1.5 SD < X ≤ µ - 0.5 SD Low 

µ - 0.5 SD < X ≤ µ  + 0.5 SD Average 

µ  + 0.5 SD < X ≤ µ  + 1.5 SD High 

µ + 1.5 SD < X Very high 

Note:  µ = mean, SD = standard deviation 

 

III. RESULT AND DISCUSSION 

The result (Table 3) shows that majority of the participants are highly resilience (182, 50.28%), followed by quite resilience 
(148, 40.88%) and the rest are very high resilience (26, 7.18%) and low resilience (6, 1.66%).   

Table 3. Categorization Result 

Formula Categories Frequency Percentage (%) 

X ≤ 32 Very low resilience 0 0 

32 < X ≤ 42 Low resilience 6 1.66 

42 < X ≤ 53 Quite resilience 148 40.88 

53 < X ≤ 64 High resilience 182 50.28 

64 < X Very high resilience 26 7.18 

Total  362 100 

 

The aim of this study is to investigate the level of hotel employee resilience in Medan, Indonesia. The result shows that the 
majority of the employees that participated in this study can be categorized as highly resilience and quite resilience. These 
findings support the notion that hotel employees need to be resilience in order to be able to work effectively in a dire situation 
like pandemic. Being resilience in the workplace means able to adapt positively and thrive in the face of difficult situation [8]. 
The COVID-19 pandemic is an extremely difficult situation for hotel employees. Past study shown increase in stress level, job 
insecurity and even depression among hotel employees in COVID-19 pandemic [6]. Resilience is important for dealing with 
stress and it is important to maintain a balance in life, especially during the COVID-19 pandemic [9]. Participants of this study 
are employees of hotels that still operate in April 2022. This means that the many of the hotels in Medan that able to bounce 
back and operate effectively in the face of COVID-19 pandemic have resilient employees. This finding might be an input for 
hotel managements to invest in developing employee resilience in their organization. 
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IV. CONCLUSION 

The result shows that the majority of the participants are highly resilient and quite resilient. The data was taken from 
participants that are employees in hotels that still operate in April 2022. This finding implies that the majority of the hotel that 
were able to deal with pandemic situation have resilient employees. Resilient employees might be the most important factor for 
hotel to be able to deal with an extremely difficult situation like COVID-19 pandemic. 
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