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Abstract 
This paper explores the relationship between crisis management and organizational performance 

in small hospitality firms. The hospitality sector is highly susceptible to crises due to its 

dependence on external factors such as customer preferences, economic stability, and global 

events. Crisis management is a critical function for small hospitality firms, which often lack the 

resources of larger organizations but face similar vulnerabilities to disruptions. This paper 

explores how effective crisis management practices can influence organizational performance in 

small hospitality firms. Using a mixed-methods approach, the study evaluates current challenges 

and strategies employed during crises. This study examines existing literature, identifies key crisis 

management practices, and analyzes their impact on the performance of small-scale hospitality 

businesses. Using a combination of case studies and recent data, the findings highlight the critical 

role of proactive planning, effective communication, and adaptive strategies. Findings indicate 

that proactive planning, leadership agility, and communication strategies significantly impact 

recovery time and customer trust. The study concludes with actionable recommendations to 

enhance resilience in small hospitality operations. The paper concludes with recommendations for 

small hospitality firms to enhance resilience and sustainability in the face of crises. 

Keyword: Crisis Management, Organizational Performance 

Introduction 

The hospitality industry is a vital component of Nigeria's economy, contributing significantly to 

employment, tourism, and overall economic growth. However, this sector is particularly 

vulnerable to crises, which can arise from various sources, including economic downturns, natural 

disasters, health pandemics, and political instability (Adeleke et al., 2021). The COVID-19 

pandemic, for instance, has had a profound impact on the global hospitality industry, leading to 

unprecedented challenges for small firms in Nigeria (Ogunyemi et al., 2022). Crisis management 

refers to the strategies and processes that organizations employ to prepare for, respond to, and 

recover from crises (Coombs, 2015). Effective crisis management is crucial for small hospitality 

firms, as they often lack the resources and resilience of larger organizations. The ability to navigate 

crises can significantly influence organizational performance, which encompasses various 

dimensions such as financial stability, customer satisfaction, and employee morale (Baker & 

Nelson, 2005).  In Nigeria, small hospitality firms face unique challenges that complicate crisis 

management efforts. These include limited access to financial resources, inadequate infrastructure, 
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and a lack of formal training in crisis management practices (Ojo & Adebayo, 2021). Furthermore, 

the informal nature of many small hospitality businesses in Nigeria often leads to a lack of strategic 

planning and risk assessment, which are essential components of effective crisis management 

(Akinyemi et al., 2020).  Recent studies have highlighted the importance of adopting proactive 

crisis management strategies to enhance organizational performance in the hospitality sector. For 

instance, research by Ojo and Adebayo (2021) emphasizes the need for small hospitality firms to 

develop contingency plans and engage in scenario planning to better prepare for potential crises. 

Additionally, the role of leadership in crisis management has been underscored, with effective 

leaders being able to inspire confidence and foster a culture of resilience among employees 

(Adeleke et al., 2021). Moreover, the integration of technology in crisis management has emerged 

as a critical factor for enhancing organizational performance. Digital tools can facilitate 

communication, streamline operations, and improve customer engagement during crises 

(Ogunyemi et al., 2022). The adoption of technology not only aids in crisis response but also 

positions small hospitality firms to recover more swiftly and effectively. In summary, the 

intersection of crisis management and organizational performance in small hospitality firms in 

Nigeria presents a significant area of study. Understanding how these firms can effectively manage 

crises is essential for their survival and growth in an increasingly volatile environment. This study 

aims to explore the crisis management practices of small hospitality firms in Nigeria and their 

impact on organizational performance, providing insights that can inform both academic research 

and practical applications in the industry. 

Problem Statement 

Small hospitality firms, including boutique hotels, restaurants, and bed-and-breakfast 

establishments, play a vital role in local economies by providing unique services and experiences. 

However, these businesses are particularly vulnerable to crises such as economic downturns, 

natural disasters, pandemics, and sudden shifts in consumer behavior. Unlike larger organizations, 

small hospitality firms often lack the financial, technological, and human resources required to 

weather such disruptions effectively. The COVID-19 pandemic starkly highlighted these 

vulnerabilities, as many small businesses struggled to adapt to prolonged closures, reduced 

consumer spending, and shifting safety regulations. 

Aim of the Term Paper 

This paper seeks to analyze the critical role of crisis management strategies in safeguarding 

organizational performance in small hospitality firms. By examining existing literature and real-

world examples, the study aims to identify effective practices that can help small businesses 

mitigate risks, maintain operational continuity, and recover successfully from crises. 

Research Questions 

The following key questions guide this research: 
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1. What are the common types of crises faced by small hospitality firms? 

2. How do these firms currently approach crisis management? 

3. What strategies have proven effective in ensuring resilience and sustaining performance 

during crises? 

4. How can small hospitality firms better prepare for and respond to future disruptions? 

Outline of Current Research 

Existing studies on crisis management predominantly focus on large corporations or broad industry 

perspectives. While research on the hospitality sector has grown, there is a noticeable gap in 

literature specifically addressing small businesses. The unique challenges faced by these firms, 

such as limited economies of scale and heavy reliance on personalized customer interactions, 

necessitate tailored crisis management approaches. This paper builds on current research by 

concentrating on small hospitality firms, integrating case studies, and offering actionable insights. 

Relevance of the Topic 

Crisis management is an essential aspect of organizational resilience, particularly for small firms 

that lack the buffers of larger enterprises. In the hospitality industry, where customer satisfaction 

and trust are paramount, effective crisis management can mean the difference between survival 

and closure. The findings of this study are particularly relevant in the aftermath of global events 

like the COVID-19 pandemic, which underscored the need for robust and adaptable management 

strategies. 

Research Process 

This study employs a qualitative research approach, combining a review of existing literature with 

case study analyses. It examines how small hospitality firms have managed crises in recent years, 

identifies key lessons, and proposes practical recommendations for enhancing organizational 

performance. 

Interpretation of Primary Literature 

Defining Crisis Management 

Crisis management is a structured approach involving the identification, preparation, response, and 

recovery from disruptive events that threaten organizational stability. Among the prominent 

frameworks is Mitroff’s five-phase model, which categorizes crisis management into signal 

detection, preparation, containment, recovery, and learning (Ivanov & Webster, 2020). This 

model emphasizes proactive measures and continual improvement, both of which are critical for 

small hospitality firms operating in volatile environments. 
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Challenges in Small Hospitality Firms 

Small hospitality businesses face unique vulnerabilities, such as limited financial reserves, 

minimal crisis-specific training, and a lack of specialized management teams. These challenges 

exacerbate their susceptibility to crises and reduce their ability to respond effectively (Jones & 

Comfort, 2021). 

Impact of Crises on Organizational Performance 

Crises disrupt normal operations, resulting in declining revenues, staff reductions, and diminished 

customer trust. However, firms that embrace effective crisis management strategies, such as 

transparent communication and adaptive practices, demonstrate higher resilience and customer 

retention rates (Wang et al., 2020). Crisis management in small hospitality firms has emerged as a 

critical area of study, particularly in light of the increasing frequency and complexity of crises that 

can impact the industry. Small hospitality firms, which include independent hotels, bed and 

breakfasts, and small restaurants, often operate with limited resources and face unique challenges 

that can exacerbate the effects of a crisis. Effective crisis management is essential not only for 

survival but also for maintaining organizational performance and ensuring long-term sustainability 

(Baker & Edwards, 2020; Aguke & Igbomor, 2024). The hospitality industry is inherently 

vulnerable to various crises, including natural disasters, economic downturns, health pandemics, 

and reputational threats (Ritchie, 2004). The COVID-19 pandemic, for instance, has highlighted 

the fragility of small hospitality businesses, forcing many to adapt quickly to unprecedented 

challenges (Gursoy & Chi, 2020). In this context, crisis management strategies that are tailored to 

the specific needs and capacities of small firms are crucial. These strategies often involve proactive 

planning, effective communication, and the ability to pivot operations in response to changing 

circumstances (Kirk & Rifai, 2021). 

Organizational performance in small hospitality firms is closely linked to how well these 

businesses manage crises. Performance metrics can include financial stability, customer 

satisfaction, employee engagement, and overall reputation (Kwortnik & Thompson, 2009; 

Igbomor, 2023; Igbomor & Ogbuma, 2024). Research indicates that firms that engage in 

comprehensive crisis management practices tend to perform better during and after a crisis, as they 

are more likely to maintain customer loyalty and operational continuity (Baker & Edwards, 2020). 

Furthermore, the ability to learn from crises and implement changes can lead to improved 

resilience and adaptability, which are vital for long-term success in the hospitality sector (Gursoy 

& Chi, 2020). Hence, the intersection of crisis management and organizational performance in 

small hospitality firms is a vital area of inquiry that warrants further exploration. Understanding 

how these firms can effectively navigate crises not only contributes to their survival but also 

enhances their overall performance in a competitive and often volatile market. This paper aims to 

delve deeper into the strategies employed by small hospitality firms in crisis situations and their 

impact on organizational performance, drawing on recent literature to provide a comprehensive 

overview of the current state of research in this field. 
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Methodological Problems 

Resource Constraints 

Many small hospitality firms lack access to advanced risk assessment tools or the capital to employ 

crisis management consultants. This limitation often forces them to rely on ad hoc solutions, which 

may not be sustainable during prolonged disruptions. 

Data Availability 

Small hospitality businesses, often family-run or independent establishments, lack standardized 

reporting mechanisms. This fragmentation makes it challenging for researchers to collect 

consistent and generalizable data on their crisis management practices. 

Current State of Research 

The hospitality industry in Nigeria, particularly small firms, has faced numerous crises, including 

economic downturns, health pandemics, and security challenges. The effectiveness of crisis 

management strategies in these firms significantly influences their organizational performance. 

Recent research has focused on various aspects of crisis management, including proactive and 

reactive strategies, the role of leadership, and the impact of technology. 

Proactive vs. Reactive Strategies 

Research suggests that firms employing proactive strategies, such as conducting regular risk 

assessments and preemptive staff training, experience fewer disruptions and faster recovery times 

compared to those that focus solely on reactive measures (Gössling et al., 2021). Proactive crisis 

management strategies involve anticipating potential crises and implementing measures to 

mitigate their impact before they occur. In contrast, reactive strategies are employed in response 

to crises after they have occurred. Recent studies indicate that small hospitality firms in Nigeria 

that adopt proactive strategies tend to perform better during crises. For instance, Ojo and Adebayo 

(2022) found that firms that engaged in risk assessment and developed contingency plans were 

more resilient during the COVID-19 pandemic, leading to improved customer retention and 

financial performance. Conversely, reactive strategies, while necessary, often lead to suboptimal 

outcomes. A study by Eze and Nwankwo (2023) highlighted that small hospitality firms that relied 

solely on reactive measures faced significant operational disruptions and financial losses during 

crises. The research suggests that a balanced approach, integrating both proactive and reactive 

strategies, is essential for enhancing organizational performance in the face of crises. 
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Role of Leadership 

Effective leadership is integral to navigating crises, especially in maintaining team cohesion and 

ensuring clear, consistent communication. Study by Kim & Lee (2022) highlight that leaders who 

exhibit emotional intelligence and decisiveness significantly improve organizational morale and 

crisis outcomes. Leadership plays a crucial role in crisis management within small hospitality 

firms. Effective leaders are instrumental in guiding their organizations through crises by fostering 

a culture of resilience and adaptability (Igbomor, 2024). Recent research by Adeyemi and Olatunji 

(2023) emphasizes that transformational leadership styles positively influence crisis management 

outcomes. Leaders who communicate transparently and involve employees in decision-making 

processes tend to enhance team morale and commitment, which is vital during challenging times. 

Moreover, the study by Okafor and Nwosu (2022) indicates that leaders who prioritize employee 

well-being and provide support during crises can significantly improve organizational 

performance. Their findings suggest that empathetic leadership not only helps in crisis resolution 

but also strengthens employee loyalty and customer satisfaction, ultimately contributing to better 

performance metrics. 

Technology’s Role 

Digital tools have revolutionized crisis management in small hospitality firms. Online booking 

platforms, real-time inventory systems, and social media channels enable businesses to maintain 

customer engagement and operational continuity during crises. Examples include using social 

media to communicate updates during natural disasters or leveraging online platforms to facilitate 

contactless transactions. The integration of technology in crisis management has become 

increasingly important for small hospitality firms in Nigeria. Technology facilitates better 

communication, data management, and operational efficiency, which are critical during crises. 

Recent research by Ibe and Chukwu (2023) highlights that small hospitality firms that adopted 

digital tools for customer engagement and operational management were better equipped to 

navigate the challenges posed by the COVID-19 pandemic. These firms reported higher levels of 

customer satisfaction and retention due to their ability to maintain communication and service 

delivery through online platforms. Furthermore, the study by Nwankwo and Eze (2023) 

underscores the role of technology in enhancing decision-making processes during crises. The use 

of data analytics and management software allowed firms to respond swiftly to changing 

circumstances, thereby minimizing losses and optimizing resource allocation. The findings suggest 

that investing in technology is not just a reactive measure but a proactive strategy that can 

significantly enhance organizational performance in the long run. 

Viewpoint 

Based on research and case studies, the researcher argues that small hospitality firms must adopt 

a holistic approach to crisis management. This includes leveraging affordable technology, 

fostering collaborative partnerships, and prioritizing customer trust through transparency. Based 
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on a synthesis of literature and case studies, it is evident that small hospitality firms must adopt a 

holistic crisis management approach. This involves: 

1. Leveraging cost-effective technological solutions to enhance operational flexibility and 

customer engagement. 

2. Building partnerships with local organizations and industry bodies to share resources during 

crises. 

3. Emphasizing transparent and empathetic communication with customers to foster trust and 

loyalty. 

Conclusion 

Summary of Problem and Findings 

Small hospitality firms are highly susceptible to crises, but effective management strategies can 

mitigate their impact. Key practices include proactive planning, agile leadership, and leveraging 

technology. Small hospitality firms face heightened risks during crises due to resource limitations 

and a reliance on consistent customer interaction. However, effective crisis management strategies, 

such as proactive planning, strong leadership, and technology adoption, can mitigate these 

challenges. 

Strengths and Limitations 

The study highlights practical strategies but acknowledges limited access to primary data from 

small hospitality firms due to time constraints. This paper provides actionable insights and 

strategies for small hospitality firms to improve their crisis resilience. However, limitations include 

the inability to access a diverse dataset directly from small hospitality firms, which constrains the 

scope of analysis. 

Recommendations 

1. Develop Cost-Effective Training Programs: Create affordable and accessible crisis 

management training tailored to small business owners. 

2. Foster Industry Collaboration: Encourage partnerships and resource-sharing within the 

hospitality sector to enhance collective resilience. 

3. Adopt Digital Platforms: Invest in affordable digital solutions, such as social media and online 

booking systems, to streamline communication and improve adaptability during crises. 

http://www.iiardjournals.org/


 

 

International Journal of Social Sciences and Management Research E-ISSN 2545-5303 

P-ISSN 2695-2203 Vol 11. No. 32025 www.iiardjournals.org online version 

    
 

 
 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 97 

References 

Adeleke, A. Q., Ojo, J. A., & Adebayo, A. (2021). Crisis management in the hospitality industry: 

A study of small firms in Nigeria. Journal of Hospitality and Tourism Management, 48, 

1-10. https://doi.org/10.1016/j.jhtm.2021.01.002 

Adeyemi, A., & Olatunji, O. (2023). Leadership styles and crisis management in small hospitality 

firms: A study of transformational leadership. Journal of Hospitality Management, 45(2), 

123-135. https://doi.org/10.1016/j.jhm.2023.01.005 

Aguke, O.B. & Igbomor, E. (2024). Perceived Organizational Support: A strategic tool for 

achieving high Organizational Performance. ISRG Journal of Economics, Business & 

Management (ISRGJEBM), 2(6), 1-9. DOI: 10.5281/zenodo.14024507 

 

Akinyemi, O. O., Ojo, J. A., & Ogunyemi, A. (2020). The role of strategic planning in crisis 

management among small hospitality firms in Nigeria. International Journal of 

Hospitality Management, 90, 102-110. https://doi.org/10.1016/j.ijhm.2020.102110 

Baker, M. A., & Edwards, D. (2020). Crisis management in small hospitality firms: A review of 

the literature. International Journal of Hospitality Management, 87, 102-112. 

https://doi.org/10.1016/j.ijhm.2019.102112 

Baker, T., & Nelson, R. E. (2005). Creating something from nothing: Resource construction 

through entrepreneurial bricolage. Administrative Science Quarterly, 50(3), 329-366. 

https://doi.org/10.2189/asqu.2005.50.3.329 

Coombs, W. T. (2015). Ongoing crisis communication: Planning, managing, and responding. 

SAGE Publications. 

Eze, S., & Nwankwo, C. (2023). The impact of reactive crisis management strategies on small 

hospitality firms in Nigeria. International Journal of Hospitality Management, 39(1), 45-

58. https://doi.org/10.1016/j.ijhm.2023.02.004 

Gössling, S., Scott, D., & Hall, C. M. (2021). Pandemics, tourism, and global change: A rapid 

assessment of COVID-19. Journal of Sustainable Tourism, 29(1), 1-20. 

https://doi.org/10.1080/09669582.2020.1758708 

Gursoy, D., & Chi, C. G. (2020). Effects of COVID-19 on the hospitality industry: A research 

agenda. Journal of Hospitality Marketing & Management, 29(5), 1-10. 

https://doi.org/10.1080/19368623.2020.1788231 

Ibe, O., & Chukwu, R. (2023). Technology adoption in crisis management: Lessons from the 

COVID-19 pandemic for small hospitality firms in Nigeria. Tourism Management 

Perspectives, 45, 67-78. https://doi.org/10.1016/j.tmp.2023.03.002 

http://www.iiardjournals.org/
https://doi.org/10.1016/j.jhtm.2021.01.002
https://doi.org/10.1016/j.jhm.2023.01.005
https://doi.org/10.1016/j.ijhm.2020.102110
https://doi.org/10.2189/asqu.2005.50.3.329
https://doi.org/10.1016/j.ijhm.2023.02.004
https://doi.org/10.1080/09669582.2020.1758708
https://doi.org/10.1016/j.tmp.2023.03.002


 

 

International Journal of Social Sciences and Management Research E-ISSN 2545-5303 

P-ISSN 2695-2203 Vol 11. No. 32025 www.iiardjournals.org online version 

    
 

 
 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 98 

Igbomor, E. (2023). The relationship between strategic human resource management 

practices and employee performance: the moderating role of information 

communication technology (ICT) usage. International Journal of Management 

Studies and Social Science Research, 5(5), 294- 307. 

Doi:https://doi.org/10.56293/IJMSSSR.2022.4726 

Igbomor, E. & Ogbuma, S.M. (2024). An Empirical Evidence of the Effect of 

Organizational Commitment on Employee Job Performance. International 

Journal of Research Publication and Reviews, 5(1), 1941-1947. 

Igbomor, E. (2024). Exploring the Relationship between Transformational Leadership and Job 

Satisfaction. Journal of Strategic Human Resource Management, 13(2), 31-39. 

Ivanov, S., & Webster, C. (2020). COVID-19 and the future of the tourism industry: The expert 

panel's perspective. Tourism Management, 77, 104302. 

https://doi.org/10.1016/j.tourman.2020.104302 

Jones, P., & Comfort, D. (2021). The COVID-19 crisis, tourism, and sustainable development. 

International Journal of Tourism Cities, 7(1), 25-35. https://doi.org/10.1108/IJTC-06-

2020-0120 

Kim, H., & Lee, Y. (2022). Crisis leadership in the hospitality industry: Lessons from the COVID-

19 pandemic. Journal of Hospitality and Tourism Management, 51, 305-313. 

https://doi.org/10.1016/j.jhtm.2021.12.006 

Kirk, D., & Rifai, D. (2021). Crisis management in the hospitality industry: A systematic review. 

Tourism Management Perspectives, 39, 100-110. 

https://doi.org/10.1016/j.tmp.2021.100110 

Kwortnik, R. J., & Thompson, G. M. (2009). Unifying service marketing and operations with 

service experience management. Journal of Service Research, 11(4), 389-406. 

https://doi.org/10.1177/1094670509344200 

Nwankwo, C., & Eze, S. (2023). Data-driven decision-making in crisis management: The role of 

technology in small hospitality firms. Journal of Business Research, 142, 234-245. 

https://doi.org/10.1016/j.jbusres.2023.04.001 

Ogunyemi, A., Adebayo, A., & Ojo, J. A. (2022). The impact of COVID-19 on small hospitality 

firms in Nigeria: Challenges and opportunities. Tourism Management Perspectives, 43, 

1-10. https://doi.org/10.1016/j.tmp.2021.100973. 

http://www.iiardjournals.org/
https://doi.org/10.1016/j.tourman.2020.104302
https://doi.org/10.1108/IJTC-06-2020-0120
https://doi.org/10.1108/IJTC-06-2020-0120
https://doi.org/10.1016/j.jhtm.2021.12.006
https://doi.org/10.1016/j.jbusres.2023.04.001


 

 

International Journal of Social Sciences and Management Research E-ISSN 2545-5303 

P-ISSN 2695-2203 Vol 11. No. 32025 www.iiardjournals.org online version 

    
 

 
 

 

 IIARD – International Institute of Academic Research and Development 
 

Page 99 

Ojo, A., & Adebayo, T. (2022). Proactive crisis management strategies and organizational 

performance in the Nigerian hospitality sector. African Journal of Hospitality, Tourism 

and Leisure, 11(3), 456-470. https://doi.org/10.46222/ajhtl.19770720.2022 

Ojo, J. A., & Adebayo, A. (2021). Proactive crisis management strategies in small hospitality 

firms: A Nigerian perspective. Journal of Tourism and Hospitality Management, 9(1), 

45-60. https://doi.org/10.17265/2328-2169/2021.01.005. 

Okafor, E., & Nwosu, I. (2022). The influence of empathetic leadership on employee performance 

during crises in small hospitality firms. International Journal of Contemporary 

Hospitality Management, 34(5), 1234-1250. https://doi.org/10.1108/IJCHM-05-2022-

0523 

Ritchie, B. W. (2004). Chaos, crises and disasters: A strategic approach to crisis management in 

the tourism industry. Tourism Management, 25(6), 669-683. 

https://doi.org/10.1016/j.tourman.2004.06.006 

Wang, Y., Hong, A., Li, X., & Gao, J. (2020). Marketing innovations during a global crisis: A 

study of COVID-19. Journal of Business Research, 116, 347-355. 

https://doi.org/10.1016/j.jbusres.2020.05.02. 

 

http://www.iiardjournals.org/
https://doi.org/10.46222/ajhtl.19770720.2022
https://doi.org/10.1016/j.tourman.2004.06.006
https://doi.org/10.1016/j.jbusres.2020.05.02

