A CRITICAL INVESTIGATION OF SAFETY AND SECURITY THREATS IN HOSPITALITY INDUSTRIES IN CROSS RIVERS STATE (A CASE STUDY OF SOME SELECTED HOTELS IN CALABAR)
ABSTRACT

This study was carried out to the safety and security threats in hospitality industries in Cross Rivers State using some selected some selected hotels in calabar as a case study. The survey design was adopted and the simple random sampling techniques were employed in this study. The population size comprise of staff of the 3 selected hotels in Calabar metropolis, Cross Rivers State. In determining the sample size, the researcher conveniently selected 63 respondents and 50 were validated. Self-constructed and validated questionnaire was used for data collection. The collected and validated questionnaires were analyzed using mean score tables.  The result of the findings reveals that the causes of the security threats faced by the hospitality industry are activities of dubious staff and guests in the hotel, porous and insufficient security network in the hotel, poor monitoring of hotel activities by the relevant public agencies, poor and irregular staff training on guest management, and insufficient security checks for guests and other visitors on their arrival. The study also revealed that the safety and security measures put in place by providers of hospitality services comprises of police patrol in the hotel, bomb detector in the hotel, use of efficient CCTV cameras in the hotel, engagement of security personnel for hotel security, checks for people and cars at the entrance, food materials are checked and verified before use, the security personnel are periodically trained and updated, and there is periodic and efficient security patrol along the room corridors.  Therefore, it is of the researcher’s opinion that hotels should thrive to ensure a balance between guest privacy and security while providing lighting and various security arrangements, bearing in mind the aggravation customers may feel in the event of privacy invasion. Therefore, night lighting outside the hotel building should be adequate to discourage suspicious movements during late hours. However, caution should be applied, so that night lighting is not reflected into guest rooms unnecessarily by providing quality curtain materials.

CHAPTER ONE

INTRODUCTION

1.1 Background Of The Study

According to Chan (2022), safety is a state in which risks and conditions that might cause physiological, mental, or physical harm are limited to safeguard the health and well-being of individuals. It is an essential resource for daily living, enabling individuals and organisations to fulfill their objectives. Security risks include software attacks, theft of intellectual property, identity theft, theft of equipment or data, sabotage, and information extortion (Chan,2022).

All of the aforementioned concerns are some of the obstacles that the hotel industry has encountered, and they have produced a hiccup in their business practices and fear in the minds of potential customers who may desire their services (Chan,2022). The hospitality industry is a commercial firm that offers its goods and services to visitors and tourists; as more people travel for business, health, cultural activities, and other reasons, the need for hotel hospitality away from home increases. When people leave their homes, they require shelter because they need a place to rest their bodies and minds after their daily activities so they may prepare for the next day's activities. In the past, inns and hotels were the most prevalent forms of accommodations along roadways and in big towns. The contemporary hotel hospitality industry is organized into four categories: services accommodation, self-catering accommodation, friend and family dwellings, and boats and youth hotels (Warner 2022).

A hotel's goods and services are comprised of facilities, services, image, price, and location. This indicates that the aforementioned elements are included into each hotel product and service. The hotel's features include rooms, a bar, a restaurant, meeting rooms, conference rooms, and swimming pools. The services refer to the services provided by the hotel's facilities, whereas the image describes how clients perceive the hotel. In addition, price represents the value offered by the hotel as a consequence of the aforementioned characteristics as well as the satisfaction acquired by guests and tourists as a result of the features. Lastly, the hotel's location places it in a certain region (Warner, 2022). The hospitality industry has a significant impact on the tourism industry, as the number of tourists to a location will decline without it. The hospitality industry is all about providing housing for visitors and tourists in a location, and it has contributed significantly to the economic prosperity of many nations in many ways, therefore enhancing their quality of life (Waldron, 2022). Terrorist attacks and natural disasters such as the Asian tsunami, hurricanes, and forest fires, however, prepare hospitality providers and consumers to be prepared for any scenario. Threats to security are classified into several categories and are not limited to a single element. Even Tarlow (2022) asserted that safety encompassed preventing the death and injury of hotel workers and guests, such as by inadvertent slips, falls, cuts, burns, etc., as well as preventing property damage. Many hotel chains have installed electronic locks, fire sprinklers, smoke detectors, and closed-circuit televisions to reduce the threat of fire (Jones, 2022). As the threat of insecurity spreads around the globe and offers a significant challenge to the hotel industry, the security of assets, the safety of the personnel who keep them operating, and the well-being of guests become increasingly vital. In today's world of proliferating terrorism and heightened security concerns, hotel security departments are faced with the grim new reality of experimenting with new ways to enhance hotel security as hotels become increasingly susceptible to attacks by radical groups whose primary strategy is terrorism. Calabar's hotel attacks have demonstrated to hoteliers that no state or territory is immune to attack, and that no hotel is completely safe (Lagat, 2022). The only way to avoid or reduce insecurity threats is for hotel security to remain always vigilant and do their jobs diligently.

1.2 Statement Of The Problem

Tourism and hospitality are inseparable Siamese twins; this is an undeniable fact. They are twins and connected in nature (Chan, 2022). Tourism and hospitality are complimentary sectors. Without hotels, tourism activities would be insufficient. Only a few instances of hospitality are hotels, motels, inns, caravans, and hostels. Due of its various goods and services, it is intended to be a second home. However, it is disheartening to see that the company's security and safety are currently threatened by a number of global threats (Tarlow, 2022). This includes religious threats, political threats, ethnic violence, herdsmen attacks, and terrorist attacks. Cybercrime, theft, fraud, fire breakouts, staff disputes, criminally minded guests, kidnapping, food poisoning, sexual harassment, and haphazard building clusters in the neighborhood of the hotel are a few instances (Tarlow, 2022). These clearly undermine the safety and security of the sector, notably the hotel, which is supposed to be the industry leader. Safety and security are vital to providing high-quality service in the tourism industry. It serves as the center of all hotel industry operations. Amenities, services, image, price, and location are the elements that comprise a hotel's goods and services for guests and visitors. The long-term success of the hotel depends heavily on the safety and security of these characteristics. Security and safety are the prisms through which clients evaluate the image of the hotel in this era of global unease. Therefore, the safety and security concerns in the hotel business must be studied (Tarlow, 2022).

1.3 Objective of the Study

The primary objective of the study

To examine the causes of security threats hospitality industry are faced with.

To find out the various safety and security threat facing the hospitality industry in Calabar.

To examine the safety and security measures put in place by providers of hospitality services.

To find out the strategies that can be used to improve safety and security level in the hospitality industry.

1.4 Research Questions

The following questions have been prepared for this study

What are the causes of security threats hospitality industry are faced with?

What are the various safety and security threat facing the hospitality industry in Calabar?

What are the safety and security measures put in place by providers of hospitality services?

What are the strategies that can be used to improve safety and security level in the hospitality industry?

1.5 Significance of the Study

This study will examine Safety and Security Threats in Hospitality Industries in Cross Rivers State.

This study will be of benefit to the Nigerian security agencies on the need to do more in the protection of citizens privacy from cyber attacks, it will also help them in bringing out new strategies that will help in curbing security threat.

This study is also significant to the hospitality industry as it help them see the need to improve their technology and also help them in knowing how to beef up and protect their hotels from been exposed to security threat.

This study is significant to the academic community as it will contribute to existing literature.

1.6 Scope of the Study

This study focuses on Safety and Security Threats in Hospitality Industries in Cross Rivers State. The study also, examine the causes of security threats hospitality industry are faced with. More so,the study will find out the various safety and security threat facing the hospitality industry in Calabar. Furthermore, the study will examine the safety and security measures put in place by providers of hospitality services. Lastly, the study will find out the strategies that can be used to improve safety and security level in the hospitality industry. Hence this study will be delimited to some selected hotels in Calabar, Cross Rivers state.

1.7 Limitation of the Study

This study was constrained by a number of factors which are as follows:

Just like any other research, ranging from unavailability of needed accurate materials on the topic under study, inability to get data

Financial constraint, was faced by the researcher ,in getting relevant materials and in printing and collation of questionnaires

Time factor: time factor pose another constraint since having to shuttle between writing of the research and also engaging in other academic work making it uneasy for the researcher

1.8 Definition of terms

Safety:

The condition of being protected from or unlikely to cause danger, risk, or injury

Security Threat:

A malicious act that aims to corrupt or steal data or disrupt an organization’s systems or the entire organization.

Hospitality Industry:

A broad category of fields within the service industry that includes lodging, food and drink service, event planning, theme parks, travel and tourism.

CHAPTER TWO

REVIEW OF LITERATURE

INTRODUCTION

Our focus in this chapter is to critically examine relevant literature that would assist in explaining the research problem and furthermore recognize the efforts of scholars who had previously contributed immensely to similar research. The chapter intends to deepen the understanding of the study and close the perceived gaps.

Precisely, the chapter will be considered in three sub-headings:

Conceptual Framework

Theoretical Framework 

2.1 CONCEPTUAL FRAMEWORK

The Hospitality Industry

Hagan (2008:1) supports Assistant Professor, Jennifer Calhoun’s description of hospitality as ‘self -discovery’, meaning, as humans, we need other people who will allow us to discover our strengths and weaknesses. So, hospitality provides that medium for us to explore different places, culture and things. The hospitality industry is viewed as broader than any other industry as it involves different businesses. It focuses on customer satisfaction and meets leisure needs of the customer. Furthermore, the industry relies on the happiness of the customer since it provides luxury services. In addition, the industry reliant on disposable income and leisure time of the customer. More specifically, this industry is meant for tourists and/or rich patrons. When a country is hit by recession, the industry will suffer since the patrons will not have extra money to spend and enjoy the services. Hotels form part of the industry. As the hotel is known for providing excellent service, customers visit hotels to get away from their hectic schedule, needing relaxing under private conditions. Once guests experience bad experiences, it would be difficult for them to return to that hotel again. Brand loyalty plays a significant role to guests, hence, related hotels ensures best services. Staff hired by hotels must have acquired skills and display behaviour that will be acceptable to guests in providing all the needs required (Baum, 2006:348). Skilled hotel staff will be able to place the hotel in a progressive state.

Safety

Safety is defined as services provided by the hoteliers to make sure that the guests and employees are safe in the destination. Jaswinder (2015) pointed out that safety in the hotel focus on the construction of the hotel interior designs whereby making sure they are safe built for the employees to work in and of course for inhouse guests. According to oxford dictionary “safety is the condition of being protected from unlikely to cause danger, risk or injury” (Oxford Dictionary 2005, P.1038). In context of hotel industry, safety means the possible method of protecting employees and customers together with the hotel properties from potential injury or death within the hotel premise.

Security

Security in hotels refers to the personal safety of guest, tourists and their property in the destination. It includes an ability to become oriented in a strange environment, understand the local system of signs, indications and social conventions, and finally the security of shopping and consumer Services (Badaruddin, 2005). Security is an uncomfortable issue which affects many businesses including hotels and tourism destination. Security in the hotel relate to threats set by people than setting by the physical surroundings or natural factors, which means it depends on the person who set the security danger that cannot be predicted (Jaswinder, 2015). Oxford dictionary on the hand defined security as “the state of being free from danger or threat” (Oxford Dictionary, 2005, P. 1063). Security in hotels involves the protection of lives and properties of guests, tourists and even the employees in the hotel premises (Nwankwo, 2007). Generally, security can also be viewed as the method employed by the security intelligence to protect life and property of the people. The concept of security is not different from the security in the hotels. In the hotel it means the protection of employees, and guests together with their property to be free from any danger which may occur as a result of human or natural factors. Safety and security are basically synonyms and the difference is really small and not remarkable. Both are conditions where one is well protected and without facing any danger or risk. The ideology of safety and security is almost the same both aimed at protecting people from hazards or threats creating safe and secure conducive environment suitable to stay. Nevertheless, there is little nuance that distinguish them, for instance, security is external factor that create the feeling of safety. Some scholars include safety as a category of security that focuses on the protection of guest and employees from injuries, whether from accidents or criminal activities .Hence, safety is a part of security that focuses on the protection of guest, employees, and the hotel from hazard threat. Security goes beyond safety, though, it performs the duty of safety by protecting employees and guests and also include preserving guests possession and hotel property. In addition, safety relates to human life and employees while security in hotels concern with human life but focus more on the guests and hotel assets (Ghazi, 2015). Safety and security measures in the hotels mean the measures that are taken to protect the hotel guests and employees from dangers or apprehension like threats. It includes facilities, equipment, personal practices and procedures designed to prevent or mitigate the effects of threats in the hotel (Ghazi, 2015).

The Rationale Behind Hotels Protection 

Enz (2009:552) maintains that good hotel management pursues to welcome and present easy access to guests and their possessions. However, the smooth access presents a challenge since the hotel management finds it demanding to differentiate among legitimate guests and visitors, and people who are potential threats. Furthermore, hoteliers find it cumbersome to uphold the highest possible standard of safety and security while reserving the hotel’s hospitable and welcoming image (Enz, 2009:553).

In addition, the above author points out the emphasis on hotel security as advanced since the Mumbai and Jakarta hotel attacks by terrorists in November 2008 and July 2009 respectively (ibid, p.553). Those hotels were viewed as “soft targets” due to the continuous flow of people in and out. The hotel management took a stand of protecting their assets by establishing a security programme to be run by security manager with an intention of minimising hotel traffic, control and manage hotel properties.

Aspects of Hotel Security

Security in the hotel industry has a variety of aspects. Chakravarti (2011) identified the physical aspects of security, which is further divided into internal and external security, which deals with theft, fire hazards, lightning and escape routes, the safety of assets, unwanted visitors, and physical monitoring both inside and within the hotel premises. The security aspect of persons identified by Nwokorie (2017) is of two parts: employees and guests, which include effective recruitment and selection, staff identification, key control, red tag system training and locker inspection for employees. For guests, baggage is supposed to be checked, guests who are suspected of stealing hotel property are supposed to be charged according to hotel policy, while guestroom security should be improved (Chakravarti, 2011; Nwokorie, 2017). The security aspect of systems in the hotel industry is as important as the first two. Chakravarti (2011) and Nwokorie (2017) identified them as including all established policies and procedures for the flow of work, which have to be followed alongside the required equipment used in carrying out operations and prescribed tasks in the various departments concerned. The security aspect of food and beverages is associated with the principles of Hazard Analysis and Critical Control Points (haccp) guidelines in line with local and national food hygiene regulations (Nwokorie, 2017; Chandra, 2017). Nwokorie (2017) advised that to forestall possible incidents that could lead to loss of customer goodwill for the hotel, such as rodent invasion, as well as food spoilage and poisoning, local hotels in Nigeria should be regularly inspected by the National Agency for Food and Drug Administration and Control (nafdac) to ensure that hotel establishments comply with prescribed food hygiene and safety standards. 

Security Collaboration for Hotels

Khadka (2014) posited that the establishment or maintenance of a sufficient degree of safety and confidence of customers and employees is the aim of the work, structures, and processes known as ‘security.’ It applies to any vulnerable and valuable asset, such as a person, dwelling, community, nation, or organisation. Security, as a condition, is the degree of resistance to or protection from harm. The main function of the hotel security system, according to Negi and Manoher (2011) is to safeguard guests’ and employees’ lives and their property and to guard the hotel’s property. Moreover, the security department of the hotel is responsible for the overall security of the building, in-house guests, visitors, day users, and employees of the hotel (Khadka, 2014). The critical points for consideration in hotel security include the prevention of theft and pilferage by employees and guests, the avoidance of intentional waste by employees, and the development of emergency plans for the protection of employees and guests in the event of a civil disturbance (Negi & Manoher, 2011), as it is the moral and legal responsibility of a hotel to protect its employees, guests, and their property against threats posed by those with a conscious intent to harm them (Khadka, 2014). Security collaborations for hotel organisations established within the same vicinity are therefore essential in this circumstance, owing to the proximity between these establishments. It is expected that guest traffic within the area would be increased at peak periods, due to increased guests’ demand, which would also increase social activities and other informal guest services from the immediate external environment of the hotel industry that provide informal business services. Experience has shown when civil unrest erupted within hotel environments, and the internal security of the affected establishment lost control of the situation while waiting for state security agents to arrive, the affected hotel was at the mercy of hoodlums. In this context, security collaboration among hotels within the capital city remains vital in order to form some sort of surveillance to forestall possible civil disturbances that could hamper personnel and guest safety (Nwokorie et al., 2014). As Khadka, (2014, p. 6) put it: ‘Hotel staff may not even become aware of risks that some guests may bring with them; consequently, a hotel must be vigilant at all times.’ The risk to hotels within the same location can also increase because of the identity of an individual guest or his or her family. vips, celebrities or the infamous can present unique difficulties. Apart from the possibility of death or injury and destruction, the adverse publicity from an incident can result in ruined reputations, failing business, and detrimental effects to tourism within the state and nation at large. Tourists and hotel guests want to feel safe and secure in their temporary home (O’Fallon & Rutherford, 2011), and hotels have a duty to protect them since the business depends upon them (Khadka, 2014; Nwokori et al., 2014).

Risk Factors for Poor Security

Khadka (2014) and Nwokorie et al. (2014) have listed some security factors for the hotel industry: blackmail of employees, invasion of (vip) guest privacy by locals, press, and interest groups; fraud, baggage theft, room burglary, opportunistic robbery, robbery by organised crime, kidnapping, and terrorism. The major cause is poor hotel security, which could lead to risk factors for the hotel industry including effects of tourism on the region or country, adverse publicity of the incident, destruction, injury, possible loss of life, attacks, and prolonged civil unrest (Khadka, 2014; Adebayo & Adebayo, 2015; Onugha et al., 2016; Jasinskas, Streimikiene, Svagzdiene, & Simanavicius, 2016; Akpan, 2017). However, studies have not examined and determined the impact of security aspects for the hotel industry on guest satisfaction and loyalty, which ultimately determines organisational efficiency for a given establishment. For instance, during the period of this study, a local newspaper vendor and phone accessory dealer were caught pilfering fuel from a storage facility in one of the hotels within the study area. The managers imagined a situation in which the incident went unnoticed with the energy manager’s intent of having sufficient gas for energy supply in the event of a power outage in the short period of operation. The result could be an unpredictable period of lack of energy supply to guest rooms and production areas until more gas was purchased to generate energy. Such a situation could lead to the loss of goodwill from guests and subsequent loss of profit for the hotel, which may lead to a gradual business collapse. Therefore, the need to ensure guest loyalty through the provision of effective security services for the guest throughout their stay is relevant.

Other Conditions for Business Success 

Guest Satisfaction

Hotel guests are becoming increasingly aware of the need for satisfaction as part of expectation while choosing hotel services. This is because: ‘the hotel room becomes a sanctuary for the guest while he sleeps’ (O’Fallon & Rutherford, 2011, p. 231). On the part of hotel managers, Mitrović (2017, p. 67) asserts that ‘measuring the satisfaction of visitors to the hotel is the starting point in the planning and improvement of hotel services, and relationships with guests.’ Dominici and Guzzo (2010, p. 3) viewed customer satisfaction as ‘a business philosophy which tends to the creation of value for customers, anticipating and managing their expectations, and demonstrating ability and responsibility to satisfy their needs.’ Recent studies have determined that adequate security is significant to proper satisfaction management for the hotel guest (Pazir & Amin, 2015; Amfani-Joe, Bahagu, & Osagede, 2018; Onugha et al., 2016). This makes it imperative for hotels to understand the essence of improved guest security in order to enhance guest satisfaction.

Guest Loyalty

According to Gronholdt, Martensen, and Kristensen (2000), a significant link exists between guest satisfaction and guest loyalty. Onugha et al. (2016, p. 5797) wrote that: ‘achieving customer satisfaction is a critical component of the hotel industry because improved satisfaction can lead to better customer experience and loyalty.’ Rising loyalty among guests, according to Jasinskas et al. (2016, p. 562), ‘allows the organization savings when decreasing marketing costs, transaction costs, and also the costs as the result of customers’ decreasing change.’ Guest loyalty entails the retention of existing guests to the extent of encouraging them, through quality service delivery, which includes guest security, to attract new customers for the hotel through inexpensive means, like word-of-mouth adverts (Dominici & Guzzo, 2010).

Security Measures Protecting Hotels 

Security measures in the hotels industry are services and/or technological installations obtained in the hotel entity. Poor security can expose guests, employees and other hotel property to numerous risks and that may compromise the reputation of the hotel. Hotels worldwide are referred to as ‘soft targets’ and are susceptible to crime because of their opendoor policy. Hymanson (2015:1) declares that other security measures protecting hotels also include but are not limited to, hotel staff identification, identification passes, fire and security alarm system, close circuit television (CCTV) and camera system for recording and storage control or video surveillance of hotel premises and various devices. They also include programmes to protect proprietary information of the hotel and their guests, access control system including card keys, locks, safes and biometric system, security consultants, security reporting and recording incidents, perimeter security system, road barriers and patrolling, and employee verification (ibid).

Hotel staff identification

Hotel staff, which is in direct contact with the guests, should be in uniform and wear security passes with photograph for identification. This prominent identification mechanism will facilitate familiarity with guests and promote security and service (Amz, 2010:1). This is also a requirement from the regulating body of private security industry, PSIRA, that all security officers rendering security service should be easily identifiable through this method.

Control of identification passes

A hotel facility is one of the protected entities whose access is controlled by the use of a card identification system. Hotel personnel are the ones who make use of such identification for management to monitor the number of entry points, size of the workforce, operating hours and employee competence (Fay, 2006:178). Passes of the hotel staff who are no longer employed by the hotel should be retrieved by management. Passes need to be renewed annually for accountability and prevent abuse (Amz, 2010:1). Hotel guests also use smart cards to gain access into their hotel rooms. The guest smart card consists of the large amount of data and serves beyond the access control purpose, such as, storing the guest’s medical history for medical emergency purposes (Fay, 2006:180). Smart card is programmed to expire on a date a guest is required to vacate the premises (ibid).

Security control room and the close circuit television

Puri (2008:2) states that CCTVs are cameras that are placed at the hotel access points. As hotels have multiple access points, such as, the front entrance, car park, and at the rear entrance for staff and suppliers, monitoring the CCTVs is a requirement. CCTV monitoring is conducted by security personnel on a twenty four hour and seven days a week (24/7) basis (Amz, 2010:1). By sitting in front of a monitor, Fay (2006:185) argues that a security officer can be at many places at the same time and make decisions on the spot by allowing authorised persons to enter the controlled areas. CCTV harnesses deterrence whereby an opportunist criminal is intimidated by a noticeable camera. The security officer detects an intrusion in progress on the CCTV camera. The CCTV then validates an event reported by an intrusion detection sensor. Once the intruder is spotted on the CCTV apprehension takes place and the intruder is taken into custody by the security officer. The investigation, where the CCTV tape identifies the person involved in the act of crime is used as evidence in the court of law (Fay, 2006:186).

Material access control

Material that access and egress the hotel facility is controlled by security officers (Fay, 2006:181). Security officers ensure that suppliers deliver the correct goods at all times. Guests’ baggage in the reception area should be protected from the intruders. It is the duty of the Security Department in the hotel entity to scan guest baggage for any explosive devices that may be brought in (Puri, 2008:3).

Guest Profiling

The researcher has ascertained that when guests make the initial booking for reservations at hotels, they are faceless people since they usually do it through a telephone conversation. They only become known to the host when they arrive at the facility. Some guests may be celebrities, politicians, or even criminals. Criminals may book for reservations with an intention of conducting criminal activities and neither the hotel nor security manager will ever know. Only after a criminal incident has occurred, the hotelier will realise the risk of accepting that individual as a guest (Police Bureau, 2016:1).

According to Puri (2008:4), guests’ personal details, during reservations, should be registered with a government department, like, the Home Affairs Watch List department, for individuals who have been blacklisted or who were once arrested for criminal activities. The guests’ personal details reflecting on the list should be the guest’s full name and the date of birth, gender, identity and/or passport number, its issue and expiry date, country of origin and/or country of current residence, and nationality (Puri, 2008:4). The hotel’s reservation desk should consist of a system linking it to the Home Affairs Watch List department for cross referencing.

The hotel crime that occurs internally where guests are fatally wounded is usually committed by another guest or hotel staff (Martin, 1998:297). The case in point is the Indian newly-weds from the United Kingdom who were lodging in one of the hotels in Cape Town. A hotel employee, Mr Monde Mbolombo was the key role-player in the collaboration with the deceased’s husband Shrien Dewani, in the plot to kill Anni Dewani in 2010, and it is evident that the hotel guests may pose a threat to hotel assets as a whole (Newling, 2010:1).

Employee verification 

Permanent and temporary hotel staff and service providers should be verified to ensure security within the facility. Background checks must be conducted to all hotel employees to uphold integrity and honesty. The Cape Town hotel employee, Mr Monde Mbolombo, who participated in the killing of Mrs Dewani, should have been screened by the hotel before employment, maybe, for his financial status to avoid putting the hotel into disrepute (Puri, 2008:4). Some hotel employees may go to an extent of planting a bomb into the guest’s luggage, without the guest’s knowledge. In another unrelated case This is evident when an Airbus A321 on Flight 7K9268 from Sharm el- Sheikh to St Petersburg exploded and killed 224 passengers on board (Henn, 2015:1).

Emergency plan

Hotels have a plan of action ready in case of an emergency. The Security Department must ensure that hotel staff is trained for fire drills, inspection of fire equipment and schedule First Aid training. The hotel safety and security committee, which consist of the hotel manager, emergency controller, security personnel, evacuation and First Aid leader is usually established (Chartier, 2014:1). It is imperative to implement security measures in any organisations for the protection of company assets which may include among others, outside visitors, contractors, hotel artefacts and so forth. The current status in hotels needs to be investigated to ensure safety and security within the entity.

Current Status Of Security In The Hotel Facility

Security in hotels is directed at securing guests, employees and assets inside and outside the hotels. Hotel owners, managers and employees are faced with the dilemma of dealing with evanescent guests whom they know nothing about. On the other hand, the guests as well are also entrusting their well-being and assets, by giving access to their rooms to hotel personnel (housekeeping) they know little about (Fay, 2007:455). A guest may stay for months in a hotel with a hidden agenda of, for example, conducting illegal crimes, such as, gambling, prostitution, arson, theft, or surreptitiously meeting with Mafia figures or drug dealers (who may be non-guests) without any suspicion from hotel staff (Fay, 2007:455). As the hotel facility depends on the reputation for its success, the same is cited with the Security Department where hotel’s reputation depends on it. From the security employees’ perspective, the Security Department’s reputation includes projecting positive image, like, grooming, attire, friendly and caring but professional personality treatment to undertake issues that require their intervention (Beaudry, 1996:48). From the guest’s perspective, the security’s reputation depends on the nature of contact between the guest and the security personnel, either the security officer or the security manager. Their point of contact plays a vital role in the determination on the prolonged stay or the return visit of the guest, as the hotel envisages (Beaudry, 1996:48). Criminal activities that occur in hotels which revolve around the security section may make or break the Security Department. Very often, security officers are blamed for the loss of the guest’s or the hotel’s assets. Even if the loss is recoverable, the victims will still project anger towards the Security Department for its inefficiency. It is the duty of the Security Department to train its staff for compassion and listening skills since guests require to be attentively listened to regarding their predicament (Beaudry, 1996:49). The hotel community plays a significant role in determining the hotel’s reputation through its Security Department. The community as sources of information may identify which hotel has better reputation than the other. The Security Department must engage with community activities to obtain crime-related information and to promote the hotel business. Having a good relationship with the South African Police Services (SAPS) will aid the security officers to have an idea about the statistics of crime occurring around the hotel facility as well as promoting rapport in case police assistance is needed for serious and violent crimes during police staff shortage (Beaudry, 1996:49). However, the public relations department in the hotel industry, even though it plays a role in hotel image promotion, is not in favour in the Security Department’s involvement with the community. According to them, the involvement between the two parties will dent the image of the hotel especially when an individual of high calibre, may it be a celebrity or a politician, is involved in a scandal or has been found murdered. The situation may jeopardise the image of the hotel when they communicate the incident to the community. As a result, secrecy is the order of the day in the hotel industry (Beaudry, 1996:49). Through crime intelligence, security managers will know about the modus operandi of the hotel perpetrators by reading press reports or court cases and by discussing the problems with other security managers who encounter similar problems in other hotels they are serving (Rogers, 2009:153). By emphasising on the best practise, the security programme plays a pivotal role in the hotel entity. The importance of security measures in hotels encourages stakeholders to compete competitively in the business world.

The Significance Of Security Measures At Hotels

Initially, hotels were not designed with high-security in mind and under normal circumstances, they do not need to. They were built to accommodate members of the public who travel frequently, despite the reasons behind their travel. They had to be artistic and comfortable to the travellers with no security and safety (Fischer & Green, 1992:33). But as time went by, the hotel face changed to be the castle for the diplomatic missions. Hotel security became the focal point to hotel management. In a nutshell, hotel security involves the protection of hotel employees and guests within the hotel property from potential criminals, whose behaviour may cause injury or even death. Hotel security also conserves guests’ possessions and the hotel property as a whole (Ellis & Stipanuk, 1999:1). The ordinary criminals and the terrorists focused their tactical planning towards the hotels as soft targets (Goslin, 2008:3). The Mumbai terrorist attack in India contributed to the growing attacks on hotels. Luxurious hotels are the ones which are classified as soft targets. This is due to the fact that people of high status such as, the diplomats, politicians, military personnel and wealthy businessmen stay there. The hotel guests become targets when their names together with their social status reflect on the attacker’s terrorist’s agenda (ibid, p. 3). When the targeted diplomats, soldiers and tourists are still in their protected territories and boarders, such as homes, the attackers await them to be out of their protective jurisdiction, like, being off-duty and on vacation, or where they will be considered vulnerable. The hotel, even though taken as home-away-from-home, is remote and out of the target’s control. The target becomes vulnerable and easily accessible to all sorts of attacks that may take place (ibid, p. 3). Despite the design of “security-in-depth” model after the Mumbai attack by security practitioners, terrorist attacks continued to occur under a new breed. Infiltration becomes the order of the day where hotels are used as the planning ground for an attack elsewhere. The hotel infiltrator may bring guns with ammunitions, explosives hidden in the luggage and/or in his or her body or under a car parked in a hotel bay (Goslin, 2008:4). All these means used for concealment are not scanned by the security personnel in hotel facilities. This is evident during the United States 9/11 attack where some terrorist housed themselves in hotels. Hotel checkpoints, such as, the parking lot, the hotel back door, front entrance, and the loading docks, are used for the collection of guests’ luggage and rarely guarded and these are the hotel entrances that are also used by the infiltrators (ibid, p. 4). Goslin (2008:4) further asserts that the detection and deterrence technology for “security-indepth” model even though installed at checkpoints to identify ‘bad things’ is not effectively used as ‘bad things’ still infiltrate the hotel entity. Tyska, Fennelly and Associates (1987:56- 57) maintain that the private security industry is confronted with problems of professionalism where education and implementation of management techniques are slender/limited. As education plays a significant role in growing the security sector competently and professionally, weaknesses and deficiencies were identified in the Task Force Report in 1977 and they were as follows: 

Inferior personnel with a high turnover rate; Training for private security personnel is minimal or non-existence; viable certification programme to increase professionalism, is lacking; advanced training for private security supervisors and managers is lacking; PSIRA as a regulatory body must effectively oversee and evaluate the private security training activities; Institutions offering architecture do not offer courses for crime prevention, known as Crime Prevention through Environmental Design (CPTED); there is insufficient reliable research information for administrators to make informed decisions; courses and seminars offered by colleges and universities must meet the needs of the private security personnel; education programmes offered by some universities do not prepare security personnel for employment; and there is a need for a private security research institute as a centre of resources for research activities. Maritz (2011:1) confirms the statement made by Herman Mulder, the Managing Director of Elite SA Security Solutions, that client involvement in the hotel industry determines the facility’s satisfaction and only if the facility is supplied with the guarding solution that is tailored-made. Security personnel in the hotels should maintain the high level in skills and knowledgeability, be presentable and well groomed. This is imperative in the hotel industry since its emphasis is placed on service offering and visual appearance of all physical and intangible service fundamentals. Most importantly, the guarding service aspects should run concurrently with the hotel’s presentability and service standards (Maritz, 2011:1). The security programme in the hotel facility should be aligned with the hotel policies and procedures; failing which, security functions will be thus rendered a flop.

The Ineffectiveness Of Security Function At Hotels (Why Security Fail In Hotels)

Speight (2011:166) states that in some organisations security section does not fulfil its purpose even if it is there. The same can also be said about the hotel entity as well. This is due to the reasons that theft of equipment is executed by the guests and hotel employees. There is morale deterioration problem among some staff members, where hotel workers are working few hours, thus making less money and that may push some honest staff members to act dishonestly (Stoller, 2009:1).

The outsourced security staff’s value is viewed as problematic to measure by the client (hotelier), since the outputs are intangible and when they are done, a wrong yardstick is used. The client will not know the exact loss encountered due to the guard presence and the client is usually not present when excellent service is delivered. As a result, the guard performance is unrecognised. However, a minor anomaly during the client’s presence, conflict occurs (Fay, 2011:147). There is also intrusion of unauthorised personnel in the facility which poses a risk to the hoteliers due to the hotel’s 24/7 policy. As the hotel has multiple access points, Puri (2008:2) states that the hotel must conduct a physical penetration test exercise to ensure safety and security of the hotel assets. This should happen when any security countermeasures are put in place, for example, CCTV surveillance systems or alarm systems. Hotel data can also be accessed by criminals in the street through designing a fake hotel WiFi to access the guest’s credit card personal information (Ducey & Gilger, 2013:1). This presents a serious security threat to the guests. Stoller (2009:1) acknowledged the statement made by Phillip Farina, the Chief Executive Officer (CEO) of Enterprising Securities, by stating that during the recession in the United States, incidents of theft perpetrated by hotel staff were on the increase. The hard times were and still are forcing the hoteliers to cut down on hotel security measures. The hoteliers maintain that guests should take responsibility of their own safety by being vigilant when they arrive and after checking in. Dave Wiggins, a member and former president of the California Tourism Safety and Security Association, also concurs with the statement that security officers in hotels are limited in number and are unable to assess hazards and to exercise emergency procedures (Stoller, 2009:1). While some hotels in the hotel industry have outsourced security services, the security officers operating from the external perimeters of the hotel, in most cases, are unaware of the functions conducted inside the hotel; hence, they are unable to conduct security awareness programmes and alienate organisation staff to adhere to security procedures. This action results in the reduction of credibility and appreciation of the work done by the guard force. This actually causes animosity among the role-players, like, hotel staff and the security officials (Speight, 2011:168). Private security companies operating in the hotel facilities rely on registers for incident reporting. The hotel industry has no computerised incident capturing database program where the entity may determine past incidents history and be able to predict future loss scenarios, both from a probability and consequence perspective. Speight (2011:169) also points out that security risk assessment is rarely conducted as the hotelier deemed the institution safe despite the incidents (Stoller, 2009:1). Badcock (2015:1) states that two harbour security guard-force fatally wounded a terrorist at Imperial Marhaba Hotel in Tunisia. In the same hotel, a terrorist, Seifeddine Rezgui shot and killed 30 British tourists through the hotel swimming pool area. An unarmed hotel security failed to call the police on time and that resulted to security failure from the hotel side to protect its guests. It is clear that lack of proper training of security officers contribute to the security problems facing hotel industry. It is also imperative to note that it is easier to conduct criminal activity from within the hotel premises as criminal elements usually register as guests for the sole intention of planning or/and committing a criminal act (Martin, 1998:296). Hotel occurrences are inevitable within the hotel premises due to its welcoming policy to all strangers.
2.3 THEORETICAL FRAMEWORK

A theoretical framework includes concepts and, accompanied by their definitions and reference to pertinent scholarly literature, existing theories used for a particular study. This demonstrates an understanding of theories and concepts that are relevant to the topic of a research paper and that relate to the broader areas of knowledge being considered (Labaree, 2009). Research conducted around the use of technology in banking has employed the application of several research models and theories to explain factors that lead to adoption of technology.  The theoretical base for this study is safety and security theory propounded by Ludek Lukas (2016) aimed at looking at various ways of reducing the effects of safety and security threats in the society. Ludeken listed four sub-theories under the theory which could be used to tackle threats in the various section and also how to manage risk and crisis when it’s occur since society involve the community of people, crisis will definitely occur and even when its occur, the next is conflict resolution. The four subtheories in the safety and security theory according to Ludek Lukas (2016) include, Copenhagen school of security studies, risk theory, crisis theory and causality (Ludek, 2016). Copenhagen school of security studies focus mainly on how to solve military problem between the states. Later in the 90s and 20th century, the view was shifted not only to solve military problem but also to solve human security, environment and other sectors. Copenhagen school of security studies (CSSS) illustrate that in solving the security problem, the first thing is threats identification. The identification will then give an overview on how to tackle each security problem in the various sectors ranging from political, military religious among others. Though, CSSS focus mainly on the identification but lacks clarifications on problem solving strategy (Ludek, 2016). Risk theory on the other hand concerned on the identification of threats, the impact of risk on the objects, purpose and risk management. Identification of risk deals with finding out various threats which could be as a result of intentionally, unintentionally, uncontrolled issues, natural and human made risk. Therefore, the impacts of risk on objects are always negative and this negative brings in the purpose of the theory which aimed at preparing different measures to prevent the effects of risk in the society. While the risk management concerned on how to manage risk before it occur or even if it’s occur to avoid its effects on human and any other objects (Ludek, 2016).

Crisis theory portray that crisis arises when there is a significant change in conditions for the reference object. The changes may occur due to chaotic or coordinate behavior of each part of the system. During this period, the conditions of people in the environment or in the systems are changing leading to different threats and problems in the society. Ludek (2016) pointed out that unexpected and large negative situation unmanaged control are the major causes of crisis. This is because when people begin to experience large negative effect they may do anything contrary to the law. Managing the crisis is based on minimization of the influence of negative situation and also on system recovery. Hence, security incident emerges due to the chaotic evolution of crisis. When crisis begins, the crisis manager takes care of management. His main duty is to lead the organization out of the crisis. The manager must understand the fulfillment of objective function on the organization. By his action, he tries to make the organization become fully operational. The security management helps in prevention of crisis by minimizing security incident in the field of property, staff or information (Ludek,2016). Causality on its own has a law, which state that “anything that happens has at least one cause, and also any cause has future consequences” (Ludek, 2016). Causality is an expression of the relationship between two events, where one is the “raises” and the second is called the “cause” This means for something to raise there must be factor that cause it. Ludek (2016) pointed out that, the role of causality is neglected which should not be so .This is because, knowing the cause will help to know how to tackle each threat it when occur. Safety and security theory x-ray holistically on how to minimize negative effect of threats but lacks case studies.

2.3 Empirical Review
Gaydukevich (2017) researched security problems in international tourism. The study aimed at identifying the main threats not to health and life of tourists alone but also to business entities that organize tourist trips. The research identified that the continuous attack by the terrorist in the Middle East, Asia-Pacific region linked to the formation of terrorist organization such as “Al-Qaeda”, Islamic states, “Ozhabhaten-Nusra” and others. The researcher also document the legal means adopted by United Nations World Tourism Organization to reduce the threat. Gaydukevich (2017) concluded the research by encouraging people to cooperate with the legal method provided by UNWTO to reduce the threats without stating the country(s) where the legal method succeeded in reducing threats. Yusuff (2016) studied performance assessment of tourism sector as a vital tool to economic growth in Nigeria. The research aimed at studying tourism with its economic potential and the constraint that militates against it. The constraint according to the researcher includes poor funding, poor infrastructural facilities, insecurity and unfriendly business. Yusuff (2016) concluded the study by recommending that more funding to the sector with the improvement of infrastructure and removal of multiple tax for hotelier will encourage people to invest in tourism industries and stimulate the economic growth in Nigeria but fail to address the methods that can be used to improve insecurity in the country and in the tourism industries. Ukwuayi, Ojong, Austin and Bassey (2012) researched the impact of crime on sustainable tourism in Cross River State Nigeria. The researchers centered their research on the negative impact of tourism “crime”. The researchers were of the view that Calabar carnival lead to rapid increase of crime in the state. This could be validated based on their findings through police crime unit and questionnaire distributed randomly in the state. They concluded the research by stating that both government and residents should work together in order to reduce the effect of crime in the state without being specific on the nature of crime that exist in the state. Adaora (2010) worked on managing tourism in Nigeria; the security option. The researcher was of the view that there are some factors that retard tourism development and those factors should be studied in order to remove the negative effects and increase the positive effects. Adaora (2010) posit that violent crimes, civil unrest, kidnapping for ransom, insecurity and terrorism are enemies of tourism development in Nigeria. The researcher identifies the problems and sums it up by stating that the stakeholders, government and people in the tourism industries should adopt all the available means to avert insecurity in tourism industries. The research fails to point out the required means or the strategic means that could be adopted to reduce the identified effects. Wang and Wang (2009) carried out a research on the issues, challenges and trends that are facing hospitality industry. The research aimed at identifying the challenges the hospitality industry will face ahead. Based on their careful observation the researchers identified the following challenges, sustainable development, calls for green hospitality, labor cost, multi-cultural issues and higher education, operating issues, marketing issues, technological issues and economic issues. The researcher concluded the study by stating that the complex forces of capacity control, safety and security, capital movement, and technology issues will require a future measurement cadre that is able to adapt to rapid-paced change across all the traditional functions of management. The researchers are more interested on the controlling of the future issues while the tourists and hosts need the present facts on how to control the safety and security issues in the hospitality industry. Ivuanyi (2008) studied promotional problems in hospitality industry. Ivuanyi (2008) pointed out that hospitality industry contributed heavily on the socioeconomic growth. The researcher focused mainly on the contributions of hospitality industries to economy and its promotional factors without addressing the safety of the tourists in the industries which is one of the paramount issue tourist consider before chosen a destination. American Hotel and Lodging Association (2014) carried out a research on guest safety tips. The research find out that the following tips are the measure to encourage safety. As a guest you should not allow anybody in your guestroom until you verify the person. Always keep your room key with you without disclosing it to the public. Close the door whenever you are inside. Check all the doors and windows to make sure that they are locked. Do not go inside your room with unknown person. Be aware of scam and fraud in the hotel. Keep all your valuable items in the hotel box. Take a few moments to study the environment to know all the available that exists. If you see strange issue notify the hotel management. American Hotel and Lodging Association (2014) aimed at using the tips to increase safety of the tourist in the hotel industries if only tourists can apply the tips. AHLA (2014) researched safety tips for travelling with children. The research centered mainly on the safety of children on the destination. To achieve this, the guest should always monitor the children; tell them what to do whenever they are in their rooms or even within the environment. AHLA (2014) was only concerned on the safety of children in the destination while safety and security issues should be address to everybody because each individual whether children or adult cherish life. Abhishek, Ankit and Pradeep (2018) studied safety and security measures adopted by the hotels and their impact on customer relationship management. The researchers pointed out that, a tourist will always chose a destination where he/she feels safety and security free and the issues of security have to influence the level of customer which could be high or low. In order to record a maximum increase in the number of tourists, the hotel industries should adopt a good safety and security measure which according to the scholars includes the physical aspect of security, security of the people and security of systems and machineries. The researchers also noted that the aim of the safety and security measure is to reduce crime, terrorism, natural disasters and any other man made hazards in the destination. Abhishek, Ankit and Pradeep (2015) concluded the study by suggesting that the hotel industries should adopt the use of technologies (machines) and also well trained personnel in the field to ensure adequate safety and security in the tourism destination. Norizawati and Tarmiji (2014) carried out research on issues of safety and security. The research focus mainly on crime rates, terrorism, food safety, health issues and natural disaster; its effects on tourism industries and the mitigation factors. The researchers identified that all these increase in insecurity affect the population of tourists in a country. They posit that insecurity tarnish the image of the Malaysia tourism industry. They concluded the research by suggesting that Malaysia need urgent attention on the safety and security issues to prevent the alarming issues and also correct the impression of the negative effects on the tourism industries in the country. The researchers only limit the study to Malaysia alone without any reference to other countries. Chris (2015) researched on international security and safety guidance. The research aimed at providing security information for Birmingham University students and scholars who are required to travel out for researches. The research identifies that, security risk changed on daily bases. The research also stated that people should consider the destination, circumstances and timing of their trip and where there are concerns seek advice from the head of security, insurance manager or the travel manager. Chris (2015) concluded the research by stating that people can check the website of the destination to check their security status before choosing a destination without knowing that some tourism industries will hide information on their security lapses. Ikechukwu (2013) carried out a research on Nigerian tourists to South Africa. The research aimed at finding out the challenges facing the Nigerian tourist in South African, their expectation and demands. Based on his logical research, the researcher identified that most of Nigerian that visit South African are purposely for business, holiday, visiting friends and relatives, education and medical care. Ikechukwu (2013) also identified the following challenges; delaying visa processing, expensive cost of living, safety and security problems, unfriendly relation between Nigerian tourists and the residents. Ikechukwu (2013) concluded the research by recommending that there is need of institution of bilateral tourism relationship agreements between Nigerian and South African governments in order to ameliorate the visa process, and also there should be security agents in different destination to ensure safety. Nwokorie, Everest and Ojo (2014) carried out a research on emerging security challenges for tourism development and its effects in the Nigeria economy. The research aimed at finding out the security threats; proffer the mitigation factors in order to enhance the economic potentials in tourism industries. Based on the critical study the researchers identified the following challenge: civil unrest, kidnapping for ransom and terrorisms. According to the scholars, all these challenges have adverse effect in the Nigeria tourism industry which results negatively in the economy. Nwokorie, Everest and Ojo (2014) concluded the research by suggesting that, stakeholders should always evaluate security hazards and pay attention to all the security risks that may occur. The stakeholder should involve the host in the security issues. The tourism industry should also use the technologies and the same time recruiting the professional in the security field. The scholars fail to acknowledge the efforts of the government in trying to curb the security threats in the country. Adejohapeh (2014) examined the indispensability of safety and security for tourism and travel trade in Nigeria. The research aimed at reviewing the security incidents in Nigeria. The researcher noticed that after civil war, 1967-1970, Nigerian enjoyed some degree of peace except few occasional robbery incidents. But the activities of Bakassi in the East, the Oduduwa People’s Congress (OPC) in the South West and Maitasines in the North and Movement for Emancipation of the Niger Delta (MEND) constituted threats to peace in Nigeria. Presently there exists other terrorist groups like Boko Haram. Insurgency in the North-East has paralyzed tourism industries and other business activities as people are afraid to go about their usual business. Adejohapeh (2014) concluded the work by stating that most of the security threats were caused by political, social, religious sand economic factors but despite that people should embrace peace than conflicts without putting more emphasis on how to make peace to reduce the insurgency. Bassey (2015) carried out a research on how to transform the Nigeria tourism industry through tourism entrepreneurial development. The research centered more on how to utilize the economic benefit of tourism through the entrepreneurial measures. The researcher was of the view that Nigeria has abundant tourism potentials but was yet to harness it for economic purposes. Bassey (2015) summarized the work by stating that if Nigerians can endorse the spirit of entrepreneurship in tourism industry, it will help to increase economic growth and create employment. The study fails to emphasize more on the issue of safety and security threats in the industry. It should be noted that tourism entrepreneurship may not function well if there is insurgency and other threats. Ofobruku (2012) researched hospitality and tourism, manpower training and education in Nigeria. The research discovered that manpower training and education enabled the hospitality industry to have the right sets of workers with the required skills, knowledge and attitude to manage the industry while adequate plan will help to its sustainability. The researcher pointed out that the lecturers and students attitudes towards hospitality industry contributed to the problems, while lack of materials and equipment discourage the education. Ofobruku (2012) sum the research up by stating that adequate instructional materials and equipment will help to suppress the challenges of the hospitality education and finally recommend that scholars should research more on this topic in order to find out more challenges and proffer solutions to encourage hospitality education. The researcher interest was only on hospitality education without any interest on the safety and security threat in the tourism industry. Sanni (2009) carried out a research on the influence of the economy on hospitality industry in Nigeria. The research aimed at researching on the influence and economic impacts of hospitality industry and it relevant to Nigeria. Sanni (2009) pointed out that hospitality industry contributed heavily both in advance and developing countries in terms of their economy, but observed that some factors hinder its contribution to Nigeria economy. The author listed the factors to include, low pace development of the hospitality industry, lack of clear-cut policies on part of government, coupled with the general insecurity, the country and some hospitality operators involved themselves in unethical practices. The researcher lamented on the scarcity of local research works on the hospitality industry in Nigeria without any solution on how to encourage the local researcher on hospitality industry. Safety and security as part of the hotel servicescape for meeting planners studied by Tyra and Seyhmus (2008) illustrated that hotel safety and security attributes influences the site inspection practices of meeting planners, decision to choose a hotel based on the hotel that has safety and security certification. The studied identified three dimensions of hotel safety and security attributes. They include visible safety features, documentation and staff training and general security features. Tyra and Seyhmus (2008) summarized the study by pointing out that, the three dimensions identified play a significant role in the hotel and the safety motive the meeting planners to select a particular hotel that has adequate security and safety for their meeting arena. The researchers drew their findings by attending a few conferences and task future researcher to keep on attending many to gain more information. Karam (2015) worked on safety and security measures in Egyptian hotels. The research aimed at investigating on the safety and security in Egyptian hotels with view to enhance insecurity in the country. Karam (2015) identify that safety and security threats are becoming more frequent, intense, and geographically diverse. The incidents of the Egyptian revolution are recent reminders of the vulnerability of hotels to potential safety and security threats. The research also identified that from 25 January 2017 to present, Egypt experience one of the worst political crises in its history. Therefore, research on how to reduce the effects becomes the priority of the scholars in the region. The author concluded the study by recommending that the future researcher should try to research on the primary sources of safety and security threats and make provision for adequate security. Assessment of tourists’ perception and satisfaction of Tanzania destination by John (2015) studied how the international tourists perceive Tanzania tourists destination. The researcher was of the view that, the international tourists use the perception to evaluate the level of satisfaction in the destination. The research revealed that Tanzania is doing relatively well on the basic factor endowments such as culture, wildlife, landscape, and accommodation facilities, but fairly poor on tour guidance, infrastructure and restaurant. John (2015) concluded the research by suggesting that the tourism marketing section should assist the tourism makers and practitioners to package tourism products by addressing areas where Tanzania tourist destination has proven to be weak while improving areas of strength to attract more tourist without any interests on the safety and security of tourists in the destination but focus more on the level of perception and the satisfaction of tourists in Tanzania tourist destination. Safety and security concerns in hospitality industry, by Jaswinder (2015) shows that with the rising acts of terrorism on board, the tourists and travelers have become skeptical. Jaswinder (2015) listed three types of security as the strategic measure to control safety and security. The three types of security include physical aspect, security of persons and security of systems. The researcher further explained that physical aspect involves the internal and external security services which focus on the interior and exterior safety of the hospitality industry. The security of person involves the safety and security of staff and guest as well as tourists while the security of system entails to safeguard the records of the auditing and other equipment. Jaswinder (2015) concluded the work by stating that, hospitality industry should not depend on technology alone for security but also recruit professional in the field to enhance the safety and security of the industry. Julie, Rohit, Gerhard and Chekitan (2006) carried out a research on safeguarding customers in hotel facilities. The research shows that respondents were favorable to security camera and requiring photo identification, and they would support having a first aid kit in every hotel room while some accept stringent security measure. Women on their own part support strong security in the destination. This shows that security is a very serious issue which customers consider most in the hotel industry. The researchers depend on United States guest respondents on the security issues to validate their findings. The researchers would have extended their research globally. Nomsa (2016) accessed security measures at hotels a case study of Ganteng in South African. The study aimed at identifying the nature of business in the hotel industry, to investigates on the hotels security issues as the most important section, to find out how tourist feel about safety and security threats in the hotel facilities. The study revealed that hotel is business entities that offered different services which attract guests and tourists to the destination. The basic security measures range from security policies, use of Close Circuit Television (CCTV) surveillance system, adequate security lighting, security personnel, alarm system, armed response. Nomsa (2016) also revealed that despite the security measure in the hotels the business still face a lot of threat which includes theft, prostitution, murder and assault, to mention but few. The researcher was of the view that the threats tarnish the image of hotels because the tourists do ensure before choosing a destination. Nomsa (2016) concluded the study by stating that crimes in hotels seem to be continuing despite the presence of security measures in the facilities. Therefore safety and security threats need to be assessed for their effectiveness and adequacy because it is the duty of the hoteliers to ensure the safety of their guests. Helena and Janez (2011) carried out a research on safety and security as systematic component of wellness centers in Slovenia. They presented a legal review of all formal and technical regulations which directly or indirectly affect the safety standards in wellness centers in Slovenia. The researchers discovered that, safety and security is becoming more and more important in hospitality industry market due to the specific nature wellness center offers. Helena and Janez (2011) noted that, there are many different segments of security. Among these are care and concern for the health of guest, for their personal safety, safety of their property and Care for their personal information. The author concluded the study by stating that element of the effective security enables guest and other tourists to place trust in wellness centers in Slovenia since protection is ensured. Challenges to growth in tourism industry of a developing country a case study of Nigeria studied by Ndianusa, Yoshifumi and Md-Aminul (2014) was of the view that Nigeria has natural features, manmade creativities, artifacts, divergent heterogeneous culture yet the industry has not grown. The research revealed that the low patronage of the international tourists contributed to the issue and if the trend continues, it will likely led to downward of tourism development. The researchers called on the stakeholders in the industry and government agent to improve security situation, provide tourism facilities and embark on mass aggressive tourism image promotion. The study fails to emphasis on how to improve the safety and security of the tourists in the destination which is one of the paramount issues that retards the tourism growth in Nigeria. Ekundayo (2014) carried out a research on the strategic development and sustainability of tourism industry in Nigeria. The research aimed on how to develop tourism potential in Nigeria as alternative for economic diversification. The researcher was of the view that Nigeria tourism sector need rescue in terms of development, management and sustainability. Ekundayo (2014) identify the hindrance of tourism potential in Nigeria to includes, crises, poor planning, lack of security, poor means of transportation, government policies, technology and information/dissemination and globalization. The researcher concluded the research by encouraging government to improve security in the country to reduce the effect of insecurity and encourage tourism development but fail to involve the host and stakeholders in the security issue. Ajani and Kalu (2017) carried out a research on economic diversification. The research focused on how to provide another source of income to the nation by using tourism as a major alternative. The researchers pointed out that Nigeria depend heavily on the crude oil whereas there is alternative which is tourism industry. Based on their critical study, the researchers discovered that, the possible solution for tourism development in Nigeria are as follows; improving the conservation and interpretation of natural areas and their associated biodiversity and of paleontological/archaeological/historic sites in many places, given more emphasis to development urban tourism, improving tourist facilities, services, public health, safety and infrastructural, encouraging more involvement of tourism in local areas, Providing available land for tourism activities, educating and training more people to work in the tourism industry, improving the institutional framework for financing tourism sector. Ajani and Kalu (2017) concluded the study by recommending that adequate alternative should be given especially to destination with great interest to tourists by presentation and packaging of festivals and tourism relatives events. They further stated that, if Nigeria can achieve the possible solutions, it will help to contribute to economic diversification and also create job opportunities. Determinants of the perceived image of Nigerian tourism industry studied by Edith and Barnabas (2017) aimed at studying on how the tourists mostly the foreigner view the image of tourism industry in Nigeria. Based on their careful observation, the researcher observed that the factors used by foreign and local tourists to evaluate Nigeria tourism image are culture and heritage, natural attraction, infrastructure dimension and hotel service and safety. The scholars study concludes that the image of the Nigeria tourism is most negative in terms of political stability, and insecurity. Despite the negative image on the above areas, that Nigeria tourism has positive image on hospitality industry, festivals, climatic condition and cultural heritages; though the general perception by Nigerian Tourism Industry (NTI) was fairly positive. Edith and Barnabas (2017) finally concluded by suggesting that, the Nigerian security agency need over haul, and Nigeria person need quality education in order to reduce insecurity in the country without knowing that Nigeria education is very expensive and some people cannot afford it and some education also has different philosophy which may even led to more insecurity in the society. Travel and tourism business confidence index in Nigeria issues and challenges studied by Bello, Bollo and Raya (2014) shows that the travel and tourism regulatory framework that supports tourism investment in Nigeria is not encouraging, the current state of the Nigeria travel and tourism business environment and infrastructure did not encourage tourism investment and the needed human, cultural, and natural resources for travel and tourism investment in Nigeria are in a negative condition. The study relied on 2013 economic forum in collaboration with different international organization like International Air transport Association, International Union for Conservation of Nature (IUCN), World Tourism Organization (WTO) and the World Travel and Tourism Council (WTTC) for findings. The research has more interest on the travel alone and relied heavily on the land and air transport to validate the findings whereas there is also transportation by sea and regardless of the hospitality industry in the destination. Aishwarya and Amit (2010) carried out a research on global issues and challenges in hospitality industry. The research aimed at finding out the global issues and challenges that restrict the hospitality industry not to achieve their maximum goals. Aishwarya and Amit (2010) identified that the most issues and challenges includes, global uncertainly, human resources, branding issues, financial viability, technology, customer issues, operating creep cost, supply, safety and security and distribution management. They concluded the research by stating that despite the changes in the labour market hospitality sector must work to attract and retain skilled individuals and build the capability of their workforce. The research emphasized more on India hospitality industry instead of global as the research caption.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

In this chapter, we described the research procedure for this study. A research methodology is a research process adopted or employed to systematically and scientifically present the results of a study to the research audience viz. a vis, the study beneficiaries.

3.1 Research Design

Research designs are perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researcher employed the survey research design. This is due to the nature of the study whereby the opinion and views of people are sampled. According to Singleton & Straits, (2009), Survey research can use quantitative research strategies (e.g., using questionnaires with numerically rated items), qualitative research strategies (e.g., using open-ended questions), or both strategies (i.e. mixed methods). As it is often used to describe and explore human behaviour, surveys are therefore frequently used in social and psychological research.
3.2 Population of the Study

According to Udoyen (2019), a study population is a group of elements or individuals, as the case may be, who share similar characteristics. These similar features can include location, gender, age, sex or specific interest. The emphasis on study population is that it constitutes individuals or elements that are homogeneous in description. 

This study was carried out to examine the safety and security threats in hospitality industries in Cross Rivers State using some selected some selected hotels in calabar as a case study. In the course of this study, three(03) hotels in Calabar metropolis were covered. Hence, the population of this study comprises of all staff of the selected hotels in Calabar metropolis, Cross Rivers State.
3.3 Sample Size Determination

A study sample is simply a systematic selected part of a population that infers its result on the population. In essence, it is that part of a whole that represents the whole and its members share characteristics in like similitude (Udoyen, 2019). In this study, the researcher adopted the convenient sampling method to determine the sample size. 
3.4 Sample Size Selection Technique And Procedure

According to Nwana (2005), sampling techniques are procedures adopted to systematically select the chosen sample in a specified away under controls. This research work adopted the convenience sampling technique in selecting the respondents from the total population.   
In this study, the researcher adopted the convenient sampling method to determine the sample size. Out of the entire staff of the 3 selected hotels in Calabar metropolis, the researcher conveniently selected 63 participants as sampled size for this study. According to Torty (2021), a sample of convenience is the terminology used to describe a sample in which elements have been selected from the target population on the basis of their accessibility or convenience to the researcher.
3.5 Research Instrument and Administration

The research instrument used in this study is the questionnaire. A survey containing series of questions were administered to the enrolled participants. The questionnaire was divided into two sections, the first section enquired about the responses demographic or personal data while the second sections were in line with the study objectives, aimed at providing answers to the research questions. 
Participants were required to respond by placing a tick at the appropriate column. The questionnaire was personally administered by the researcher.
3.6 Method of Data Collection

Two methods of data collection which are primary source and secondary source were used to collect data. The primary sources was the use of questionnaires, while the secondary sources include textbooks, internet, journals, published and unpublished articles and government publications.
3.7 Method of Data Analysis

The responses were analyzed using the mean and standard deviation, which provided answers to the research questions.

In analyzing the data collected, a mean score was used to achieve this. The four-point rating scale will be given values as follows:

SA = Strongly Agree

4

A = Agree


3

D = Disagree


2

SD = Strongly Disagree
1

Decision Rule:

To ascertain the decision rule; this formular was used

4+3+2+1 =10

      4           4

Any score that was 2.5 and above was accepted, while any score that was below 2.5 was rejected. Therefore, 2.5 was the cut-off mean score for decision taken.

3.8 Validity of the Study

Validity referred here is the degree or extent to which an instrument actually measures what is intended to measure. An instrument is valid to the extent that is tailored to achieve the research objectives. The researcher constructed the questionnaire for the study and submitted to the project supervisor who used his intellectual knowledge to critically, analytically and logically examine the instruments relevance of the contents and statements and then made the instrument valid for the study.
3.9 Reliability of the Study

The reliability of the research instrument was determined. The Pearson Correlation Coefficient was used to determine the reliability of the instrument. A co-efficient value of 0.68 indicated that the research instrument was relatively reliable. According to (Taber, 2017) the range of a reasonable reliability is between 0.67 and 0.87.
3.10 Ethical Consideration

The study was approved by the Project Committee of the Department.  Informed consent was obtained from all study participants before they were enrolled in the study. Permission was sought from the relevant authorities to carry out the study. Date to visit the place of study for questionnaire distribution was put in place in advance.


CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

INTRODUCTION

This chapter presents the analysis of data derived through the questionnaire and key informant interview administered on the respondents in the study area. The analysis and interpretation were derived from the findings of the study. The data analysis depicts the simple frequency and percentage of the respondents as well as interpretation of the information gathered. A total of sixty five (65) questionnaires were administered to respondents of which fifty (50) were returned and validated. This was due to irregular, incomplete and inappropriate responses to some questionnaire. For this study a total of  50 was validated for the analysis.

4.2
DATA PRESENTATION

The table below shows the summary of the survey. A sample of 63 was calculated for this study. A total of 50 responses were received and validated. For this study a total of 50 was used for the analysis.

Table 4.1: Distribution of Questionnaire

	Questionnaire 
	Frequency
	Percentage 

	Sample size
	63
	100

	Received  
	50
	76

	Validated
	50
	76


Source: Field Survey, 2021

Table 4.2: Demographic data of respondents

	Demographic information
	Frequency
	percent

	Gender
Male
	
	

	
	31
	62%

	Female
	19
	38%

	Age
	
	

	20-30
	18
	36%

	30-40
	22
	44%

	41-50
	10
	20%

	51+
	0
	0%

	Education
	
	

	HND/BSC
	30
	60%

	MASTERS
	12
	24%

	PHD
	08
	16%

	Marital Status
	
	

	Single
	26
	52%

	Married
	12
	24%

	Separated
	00
	00%

	Divorced
	04
	08%

	Widowed
	08
	16%


Source: Field Survey, 2021

4.3
 ANSWERING RESEARCH QUESTIONS

Question 1: What are the causes of security threats hospitality industry are faced with?
Table 4.3: Mean Responses on the causes of security threats hospitality industry are faced with.
	S/N
	ITEM STATEMENT
	SA

4
	A   3
	D   2
	SD  1
	X
	S.D
	DECISION

	1
	Activities of dubious staff and guests in the hotel
	21
	22
	04
	03
	3.2
	2.55
	Accepted

	2
	Porous and insufficient security network in the Hotel
	23
	17
	05
	05
	3.0
	2.57
	Accepted

	3
	Poor monitoring of hotel activities by the relevant public agencies
	26
	21
	03
	0
	3.3
	2.55
	Accepted

	4
	Poor and irregular staff training on guest management
	22
	22
	06
	0
	3.1
	2.41
	Accepted

	5
	Insufficient security checks for guests and other visitors on their arrival
	20
	23
	04
	03
	3.0
	2.31
	Accepted


Source: Field Survey, 2021

In table 4.3 above, on the causes of security threats hospitality industry are faced with, the table shows that all the items (item1-item5) are accepted. This is proven as the respective items (item1-item5) have mean scores above 2.50.

Question 2: What are the various safety and security threat facing the hospitality industry in Calabar?
Table 4.4: Mean Responses on the various safety and security threat facing the hospitality industry in Calaba.
	S/N
	ITEM STATEMENT
	SA

4
	A   3
	D   2
	SD  1
	X
	S.D
	DECISION

	1
	Cases of kidnapping in this hotel
	20
	25
	05
	0
	3.2
	2.55
	Accepted

	2
	Assassination
	18
	23
	05
	04
	2.9
	2.57
	Accepted

	3
	Ritual killings/sacrifices
	21
	25
	04
	0
	3.2
	2.55
	Accepted

	4
	Possible stomach poison from the food consumed
	24
	20
	03
	03
	3.0
	2.41
	Accepted

	5
	There are attitudinal crisis amongst guests and staff in the hotel
	21
	23
	04
	02
	3.0
	2.31
	Accepted

	6
	Parking Area Theft
	23
	17
	05
	05
	3.0
	2.57
	Accepted

	7
	Unauthorized/unidentifiable Visitors
	26
	21
	03
	0
	3.3
	2.55
	Accepted


Source: Field Survey, 2021

In table 4.5 above, on the various safety and security threat facing the hospitality industry in Calaba, the table shows that all the items (item1-item7) are accepted. This is proven as the respective items (item1-item7) have mean scores above 2.50.

Question 3: What are the safety and security measures put in place by providers of hospitality services?
Table 4.5: Mean Responses on the safety and security measures put in place by providers of hospitality services.

	S/N
	ITEM STATEMENT
	SA

4
	A   3
	D   2
	SD  1
	X
	S.D
	DECISION

	1
	police patrol in the hotel
	20
	17
	9
	4
	3.1
	2.57
	Accepted

	2
	bomb detector in the hotel
	22
	20
	8
	0
	3.3
	2.55
	Accepted

	3
	There are efficient CCTV cameras in the hotel
	17
	19
	9
	5
	3.0
	2.74
	Accepted

	4
	There are security personnel are engaged for hotel security
	21
	21
	8
	0
	3.3
	2.56
	Accepted

	5
	checks for people and cars at the entrance
	15
	23
	6
	6
	2.9
	2.47
	Accepted

	6
	Food materials are checked and verified before use
	20
	25
	05
	0
	3.2
	2.55
	Accepted

	7
	The security personnel are periodically trained and updated
	18
	23
	05
	04
	2.9
	2.57
	Accepted

	8
	There is periodic and efficient security patrol along the room corridors
	21
	25
	04
	0
	3.2
	2.55
	Accepted


Source: Field Survey, 2021
In table 4.5 above, on the safety and security measures put in place by providers of hospitality services, the table shows that all the items (item1-item8) are accepted. This is proven as the respective items (item1-item8) have mean scores above 2.50.

Question 4: What are the strategies that can be used to improve safety and security level in the hospitality industry?
Table 4.6: Mean Responses on the strategies that can be used to improve safety and security level in the hospitality industry.

	S/N
	ITEM STATEMENT
	SA

4
	A   3
	D   2
	SD  1
	X
	S.D
	DECISION

	1
	Security personnel should be periodically trained and updated
	23
	21
	6
	0
	3.3
	2.57
	Accepted

	2
	There should be constant update on modern security gadgets and best practices
	25
	21
	4
	0
	3.4
	2.55
	Accepted

	3
	Constant visit by the public sanitary inspection teams to the hotel
	16
	24
	6
	4
	3.0
	2.74
	Accepted

	4
	Periodic training of kitchen staff on food hygiene and implications
	19
	21
	5
	5
	3.1
	2.56
	Accepted

	5
	Daily monitoring of electrical and electronics facilities in the hotel rooms
	17
	19
	9
	5
	3.0
	2.74
	Accepted

	6
	Establishment of safety units for periodic safety `reports
	15
	23
	6
	6
	2.9
	2.47
	Accepted


Source: Field Survey, 2021
In table 4.6 above, on the strategies that can be used to improve safety and security level in the hospitality industry, the table shows that all the items (item1-item6) are accepted. This is proven as the respective items (item1-item6) have mean scores above 2.50.

CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATION

5.1 Summary

In this study, our focus was on the safety and security threats in hospitality industries in Cross Rivers State using some selected some selected hotels in calabar as a case study. The study is was specifically carried out to examine the causes of security threats hospitality industry are faced with, find out the various safety and security threat facing the hospitality industry in Calabar, examine the safety and security measures put in place by providers of hospitality services.,  and find out the strategies that can be used to improve safety and security level in the hospitality industry.
The study adopted the survey research design and randomly enrolled participants in the study. A total of 50 responses were validated from the enrolled participants where all respondent were all staff of the 3 selected hotels in Calabar metropolis, Cross Rivers State.

5.2 Conclusion

Based on the findings of this study, the researcher concluded that;

The causes of the security threats faced by the hospitality industry are activities of dubious staff and guests in the hotel, porous and insufficient security network in the hotel, poor monitoring of hotel activities by the relevant public agencies, poor and irregular staff training on guest management, and insufficient security checks for guests and other visitors on their arrival.

The various safety and security threat facing the hospitality industry in Calabar include; cases of kidnapping in this hotel, assassination, ritual killings/sacrifices, possible stomach poison from the food consumed, there are attitudinal crisis amongst guests and staff in the hotel, parking area theft, and unauthorized/unidentifiable visitors.

The safety and security measures put in place by providers of hospitality services comprises of police patrol in the hotel, bomb detector in the hotel, use of efficient CCTV cameras in the hotel, engagement of security personnel for hotel security, checks for people and cars at the entrance, food materials are checked and verified before use, the security personnel are periodically trained and updated, and there is periodic and efficient security patrol along the room corridors.

The strategies that can be used to improve safety and security level in the hospitality industry include; security personnel should be periodically trained and updated, there should be constant update on modern security gadgets and best practices, constant visit by the public sanitary inspection teams to the hotel, periodic training of kitchen staff on food hygiene and implications, daily monitoring of electrical and electronics facilities in the hotel rooms, and establishment of safety units for periodic safety `reports.
5.3    Recommendations

Based on the responses obtained, the researcher proffers the following recommendations:

Encourage the hotel security managers to participate in the Community Policing Forum so that they get first-hand information. This will help the hotel because it will get better protection; 

Conduct regular patrols at the hotels since they are business areas that need police frequent patrols;

Sign in an occurrence book every time that they visited the hotel; 

Respond promptly when called upon by the hoteliers when reporting crime; and share crime information such as prevalent crimes, perpetrators and their modus operandi as well as hot spot areas in their jurisdiction.

Hotels should thrive to ensure a balance between guest privacy and security while providing lighting and various security arrangements, bearing in mind the aggravation customers may feel in the event of privacy invasion. Therefore, night lighting outside the hotel building should be adequate to discourage suspicious movements during late hours. However, caution should be applied, so that night lighting is not reflected into guest rooms unnecessarily by providing quality curtain materials.
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APPENDIXE

QUESTIONNAIRE

PLEASE TICK [√] YOUR MOST PREFERRED CHOICE(S) ON A QUESTION.

SECTION A

PERSONAL INFORMATION

Gender

Male [  ]
Female [  ]

Age 

20-30

[  ]

31-40

[  ]

41-50   [  ]
51 and above [  ]

Educational level

BSC/HND
[  ]

MSC/PGDE
[  ]

PHD


[  ]

Others……………………………………………….. (please indicate)

Marital Status

Single

[  ]

Married 
[  ]

Separated 
[  ]

Position

Senior Staff
[  ]
Junior Staff
[  ]
SECTION B
Question 1: What are the causes of security threats hospitality industry are faced with?
	S/N
	ITEM STATEMENT
	SA
	A  
	D  
	SD  

	1
	Activities of dubious staff and guests in the hotel
	
	
	
	

	2
	Porous and insufficient security network in the Hotel
	
	
	
	

	3
	Poor monitoring of hotel activities by the relevant public agencies
	
	
	
	

	4
	Poor and irregular staff training on guest management
	
	
	
	

	5
	Insufficient security checks for guests and other visitors on their arrival
	
	
	
	


Question 2: What are the various safety and security threat facing the hospitality industry in Calabar?
	S/N
	ITEM STATEMENT
	SA
	A  
	D  
	SD  

	1
	Cases of kidnapping in this hotel
	
	
	
	

	2
	Assassination
	
	
	
	

	3
	Ritual killings/sacrifices
	
	
	
	

	4
	Possible stomach poison from the food consumed
	
	
	
	

	5
	There are attitudinal crisis amongst guests and staff in the hotel
	
	
	
	

	6
	Parking Area Theft
	
	
	
	

	7
	Unauthorized/unidentifiable Visitors
	
	
	
	


Question 3: What are the safety and security measures put in place by providers of hospitality services?
	S/N
	ITEM STATEMENT
	SA
	A  
	D  
	SD  

	1
	police patrol in the hotel
	
	
	
	

	2
	bomb detector in the hotel
	
	
	
	

	3
	There are efficient CCTV cameras in the hotel
	
	
	
	

	4
	There are security personnel are engaged for hotel security
	
	
	
	

	5
	checks for people and cars at the entrance
	
	
	
	

	6
	Food materials are checked and verified before use
	
	
	
	

	7
	The security personnel are periodically trained and updated
	
	
	
	

	8
	There is periodic and efficient security patrol along the room corridors
	
	
	
	


Question 4: What are the strategies that can be used to improve safety and security level in the hospitality industry?
	S/N
	ITEM STATEMENT
	SA
	A  
	D  
	SD  

	1
	Security personnel should be periodically trained and updated
	
	
	
	

	2
	There should be constant update on modern security gadgets and best practices
	
	
	
	

	3
	Constant visit by the public sanitary inspection teams to the hotel
	
	
	
	

	4
	Periodic training of kitchen staff on food hygiene and implications
	
	
	
	

	5
	Daily monitoring of electrical and electronics facilities in the hotel rooms
	
	
	
	

	6
	Establishment of safety units for periodic safety `reports
	
	
	
	


